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Dear Supervisors:

THE INFORMATION AND REFERRAL FEDERATION OF LOS ANGELES COUNTY,
INCORPORATED DBA211 LA COUNTY CONTRACT AGREEMENT

(ALL DISTRICTS AFFECTED) (3 VOTES)

IT IS RECOMMENDED THAT YOUR BOARD:

1. Delegate authority to the Chief Administrative Officer (CAO), or his designee to
negotiate and execute a three year contract agreement substantially similar to the
Agreement filed in conjunction with this Board letter, upon approval by County
Counsel, between the County of Los Angeles (County) and the Information and
Referral Federation of Los Angeles County; Inc., dba 211 LA County. Under this
Agreement, 211 LA County wil provide specialized information and referral services
through the 2-1-1 dialing code, at an annualized rate of $5,375,206, for a: contract
total of $16,125,618, effective January 1, 2007 or date of Board of Supervisors
approval, whichever is later, expiring on December 31,2009. .

2. Delegate authority to the CAO, or his designee to prepare and execute monthly
extensions of the Agreement up to a period of six months and amendments to this
Agreement that do not exceed more than a ten (10) percent increase or decrease in
the annual contract amount when such amendment is necessitated by additional
services that are required in order for the contractor to comply with changes in
Federal, State, or County Requirements or for the acquisition or ~p.grade. of
technólogyto improve the effectiveness of the Countys 2-1-1 system. The approval
of County Counsel wil be obtained prior to executing such amendments, and the

. CAO wil notify the Board within ten (10) business days of execution of any contract
amendment.

"To Enrich Lives Throiinh Effective Anrf (;arinn .c;ervice"
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3. Delegate authority to the CAO, or his designee to prepare and execute
amendments to this Agreement for Cost of Living Adjustments, in compliance with
the County's Policy 5.070, upon approval ofthe 2-1-1.0versight Group. Approval of
County Counsel will also be obtained prior to executing such amendments, and the
CAO will notify the Board within ten (10) business days of execution of any contract. amêndment. .

PURPOSE/JUSTIFICATION OF BECOMMENDED ACTION

The Information and Referral Federation of Los Angeles County, Inc., formerly doing
business as INFO LINE and currently doing business as 211 LA County, has an existing
Agreement with the County to provide health and human services general and specialized
information and referral (I&R) services through the 2-1-1 dialing code for the Department of
Public Social Services (DPSS); Department of Mental Health (DMH); Department of
Community and Senior Services (DCSS), which includes the Elder and Dependent Abuse
Hotline; Department of Children and Family Services (DCFS), which includes the Child
Abuse Hotline; and Department of Health Services (DHS). In addition, 211 LA County
provides I&R services for the unincorporated areas of Los Angeles County, including code.
enforcement information. The current contract with The Information and Referral
Federation of Los Angeles County wil expire on December 31,2006.

The recommended Agreement wil replace the existing Agreement and continue I&R
services currentlybeing provided. This Agreement wil add the Department of Public
Health (DPH) and Office of Emergency Management (OEM) of the Chief Administrative
Office (CAO). This Agreement provides County residents I&R services twenty-four (24)
hours a day, seven (7) days a week. Crisis, Abuse, and Neglect callers for DMH, DCFS,
and. DCSS will receive "warm hand-offs" from 211 to the ACCESS/Child Abuse/Elder
Abuse contact. Under this recommended Agreement, Linincorporated area services callers
will receive "warm hand-offs" from 211 to the appropriate department representative during
business hours (7 a.m. to 7 p.m.). Non-business hour calls will be handled according to
protocol (Le., emergency calls wil be routed to a line staff person, and other callers can
leave messages).

The Agreement provides for an annual call capacity of 375,000 for I&R health and human
services and 30,000 for I&R unincorporated area services and code enfprcement through
the 2-1-1 dialing code or existing toll-free telephone number(~1 ,250 and 2,500 monthly call
capacity, respectively). Call volumes for the last six months have averaged 29,788 for I&R
health and human services and 1,070 for unincorporated area services, with call volume in
October 2006 meeting capacity for I&R health and human services. Overall call volume,
while below capacity is above the minimum required volume. 211 LA County has begun
marketing efforts to increase call volume. The Performance Requirements Summary
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(Agreement Statement of Work Technical Exhibit 12.1) provides information on the
standards for performance, maximum deviation from standard before service wil be
determined unsatisfactory, and the unsatisfactory performance indicator which may be
assessed if the service is not satisfactorily provided.

i The CAO wil be responsiole for overall management of the Agreement. DPSS wil be
responsible for monitoring the Agreement. The 2-1-1 Oversight Group, comprised of
involved County departments, wil provide support in evaluating contract performance,
marketing, and outreach planning, and working with 211 LA County to resolve issues
related to call capacity and call handling.

Authorization of the CAO to execute extensions of the Agreement up to a period of
six months and contract amendments on behalf of the County wil allow the CAO to more
effectively process required amendments to the Agreement to the extent such
amendment(s) do not exceed more than ten (10) percent of the annual contract amount.
Your Board wil be notified of any required amendments to this Agreement.

Implementation of Strateqic Plan Goals

The recommended action is consistent with the principles of the Los Angeles County
Strategic Plan Goal No.1: Service Excellence, to provide the public with easy access to
qualiy information and. services that are both beneficial and responsive.

FISCAL IMPACT/FINANCING

2-1-1 service in the County is primarily funded by DPSS. Funding accepted on
September 5, 2006 from the United Way, Incorporated is used to offset a portion of DPSS'
share of the program costs. The County's allocation of funding for 2-1-1 and specialized
services is as follows:

t_~.:p~~E~en_!_~!_~_~_~li9_~.~~~~1 ~~~!ce~ __... ..__ ..... ___.__. JL_____ .!~,3~~!_~.~~_.n..J
Department of Community and Senior Services for ¡i 282,870 1

~!~t~r and wÇlependeÐ! Adu.!,t Abus~ _~. _ __ H~_W _ jL~_ h_~____.__.,__J

L~.~p-~~i:_:.~!...?!_~.n-!~.~r:.n..~.~~__~arn.~y_~:~!?e~.._...__..........._... L._.........._._._..~~?~,~~_?_.... ¡

Department of Public Health I Department of Health II 200,000 iServices I I..~"'___. ~_.. _~'.. _ _,"' . _,_~. ......._ _~.-. _.. ,.,, ~~_ _.. f

I.l?e~a~~~.n-.!_?f M.~nt~~ He~~!n ..... . JL.. n"_ 200,000___ J
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t ~ni~corpora!~d C_o~m~nity He!p Line (CAO) JL. _

L~c:u~!~id_~_,~~~rg~~cy .H?t!~ne ~~~O).._ ,_________ JI._____

L.__...._....____..._.._..._......,.._.._.... ., _. ... _. Annual ~~!~I.J( .

L___. ___. ~gr_ee.ment T~taL (Annual ~ 3) JL_

¡

__ 1.~2,33~ J
i

30,000 ¡~ '''N," t
¡

$5,375,206 ___..-1

$16,125,618 . :'.~""_ i

As the recommended Agreement is for a three year period, language has been included for
Cost of Living Adjustments (COLA) that complies with the County's Policy 5.070.
Authorization of the CAO to execute contract amendments on behalf of the County for
approved COLAs wil allow the CAO to more effectively process required amendments to
the Agreement in order to maintain call capacity. Your Board wil be notified of any
required amendments to this Agreement.

FACTS AND PROVISIONS/LEGAL REQUIREMENTS

Pursuant to Section 26227 of the Government Code, the Board of Supervisors may
appropriate and fund programs deemed by the Board of Supervisors to be necessary to
meet the social needs of the population of the County, including but not limited to, the
areas of health, law enforcement, public safety, rehabiltation, welfare, education, and legal
services, and the needs of physically, mentally and financially handicapped persons and
aged persons.

In 1980, your Board first adopted an Agreement with The Information and Referral
Federation of Los Angeles County to ensure that I&R services were available to all County
residents. These services are mandated by the California Department of Social Services'
(CDSS) Manual of Policy and Procedures Section 30-002 and the Welfare and Institutions
Code Section 15766.

On October 16, 2003, the California Public Utilities Commission designated The
Information and Referral Federation of Los Angeles County, dba 211 LA County, as the
sole provider for 2-1-1 services within the County of Los Angeles. Accordingly, 211 LA
County is the sole source contractor for the current Agreement which will expire on
December 31,2006. The recommended Agreement wil be effective January 1, 2007, or
date of Board approved, whichever is later, through December 31,2009.

The service needs for DHS and DPH, as a result of the organizational separation, wil be
further defined through meetings with 211 LA County.
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This Agreement will not result in unauthorized disclosure of confidential information and wil
be in full compliance with Federal, State, and County requirements and regulations. The
Agreement has been approved as to form by County CounseL.

IMPACT ON CURRENT SERVICES (OR PROJECTS)

As 211 LA County is the current service provider, there wil be no impact to services. All
crisis services, such as Elder Abuse, Child.Abuse, Mental Health crisis needs wil continue
to be provided twenty-four hours a day, seven days a week.

Respectfully submitted,~1_'~
~~II E. JANSSEN
!) Chief Administrative Officer

DEJ:MKZ
DS:KH:pg

Attachment

c: County Counsel

Chief Information Officer
Director of Children and Family Services
Director of Community and Senior Services
Director and Chief Medical Officer of Health Services
Director of Mental Health
Director of Public Health
Director of Public Social Services
Executive Director of 211 LA County

2006_"2'1 County Contract Agreement Board Letter 12-05-06



CONTRACT

BY AND BETWEEN

COUNTY OF LOS ANGELES

AND

THE INFORMATION AND REFERRAL FEDERATION OF LOS
ANGELES COUNTY, INC. dba

211 LA COUNTY

FOR

2-1-1 AND SPECIALIZED INFORMATION AND REFERRAL
SERVICES

Prepared by
Chief Administrative Office

CAO CONTRACT AGREEMENT NUMBER:
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CONTRACT BETWEEN
COUNTY OF LOS ANGELES

AND
211 LA COUNTY

FOR
2-1-1 AND SPECIALIZED INFORMATION AND REFERRAL SERVICES

This Contract is made and entered into this day of , 2007 by and
between County of Los Angeles, hereinafter referred to as COUNTY and The Information
and Referral Federation of Los Angeles County, Inc. dba 211 LA County, a California
Non-Profit Benefit Corporation, hereinafter referred to as CONTRACTOR. The
Information and Referral Federation of Los Angeles County is located at 526 West
Las Tunas Drive, San Gabriel, CA 91776.

RECITALS

WHEREAS, CONTRACTOR is qualified by reason of experience, preparation,
equipment, organization, staffing, and facilities to provide the services contemplated by
this Agreement on behalf of COUNTY; and

WHEREAS, COUNTY lacks the expertise and resources necessary to provide
information and referral services; and

WHEREAS, the California's Public Utilities Commission (CPUC) has designated
CONTRACTOR as the designated provider of 2-1-1 services in the County of
Los Angeles.

NOW THEREFORE, in consideration of the mutual covenants contained herein,
and for good and valuable consideration, the parties agree to the following:

1.0 ApPLICABLE DOCUMENTS

Exhibits A, B, C, D, E, F, G, H, i, J, K, and L are attached to and form a part of
this Contract. In the event of any conflict or inconsistency in the definition or
interpretation of any word, responsibility, schedule, or the contents or description
of any task, deliverable, goods, service,. or other work, or otherwise between the
base Contract and the Exhibits, or between Exhibits, such conflict or
inconsistency shall be resolved by giving precedence first to the Contract and
then to the Exhibits according to the following priority.

1.1
1.2
1.3
1.4

EXHIBIT A
EXHIBIT B

EXHIBIT C
EXHIBIT D

Statement of Work
Pricing Schedule
Contractor's Proposed Schedule
Contractor's EEO Certification

R112106
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1.5 EXHIBIT E County's Administration
1.6 EXHIBIT F Contractor's Administration
1.7 EXHIBIT G Forms Required at the Time of Contract Execution
1.8 EXHIBIT H Jury Service Ordinance
1.9 EXHIBIT I Safely Surrendered Baby Law
1 .10 EXH I B IT J Charitable Contribution Certification
1.11 EXHIBIT K Contractor's Obligation as a "Business Associate" under the

Health Insurance Portability & Accountability Act of 1996 (HIPPA)
1.12 EXHIBIT L Sample Invoice Format

This Contract and the Exhibits hereto constitute the complete and exclusive

statement of understanding between the parties and supersede all previous
contracts, written and oral, and all communications between the parties relating to
the subject matter of this Contract. No change to this Contract shall be valid
unless prepared pursuant to Sub-section 8.5, Change Notices and Amendments,
and signed byboth parties.

2.0 DEFINITIONS

The headings herein contained are for convenience and reference only and are
not intended to define the scope of any provision thereof. The following words as
used herein shall be construed to have the following meaning, unless otherwise

apparent from the context in which they are used.

2.1 Board of Supervisors or Board: The Board of Supervisors is the
governing body of the County of Los Angeles. The Board enacts
ordinances and establishes specific regulations for the administration of
COUNTY departments and special districts. The Board also sets salaries
and adopts the final COUNTY budget on or before August 1 each year.

2.2 Budget: The document that details the CONTRACTOR'S costs for
providing services and is included in the Contract. Included in the Budget
are the following:

. Direct Costs: Payroll, Employee Benefits (Medical, Dental, Life

Insurance, etc.), Payroll Taxes, Insurance (Real, Personal, etc., as
required by the Contract), Other Direct Costs (Computer Hardware and
Softare, Telephone System, Equipment Maintenance, Space/Facility,
Office Equipment, Supplies, Telephone/Utilties, Advertising costs,
Building Maintenance, Custodial, and other - specified).

. Indirect Costs: General Accounting/Bookkeeping, Management
Overhead and other (specified).

. Total Cost to Contract Services: The total cost to Direct and Indirect
Costs.
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2.3 Chief Administrative Offce (CAO): The COUNTY department
responsible for developing recommendations on fiscal policy matters for
the Board, providing leadership of the COUNTY organization in carrying
out the Board's policy decisions, and ensuring financial stabiliy.

2.4 Chief Administrative Officer: The CAO department head or his/her
designee.

2.5 Contract: Agreement executed between COUNTY and CONTRACTOR.
It sets forth the terms and conditions for the issuance and performance of
the Statement of Work, Exhibit A.

2.6 CONTRACTOR: The sole proprietor, partnership, or _corporation that has
entered into a contract with COUNTY to perform or execute the work
covered by the Statement of Work.

2.7 Contract Monitoring Plan: The Plan developed by COUNTY, specifically

for this Contract, to monitor compliance with Contract. The elements of
the Plan are listed in the Performance Requirements Summary.

2.8 Contract Start Date: Date CONTRACTOR begins work in accordance
with the terms of the Contract.

2.9 Contract Manager: The individual designated by the CONTRACTOR to
administer the Contract operations after the Contract award.

2.10 County Contract Administrator (CCA): Person with responsibilty to
oversee the day-to-day activities of this Contract. Responsibility for
inspections of any and all tasks, deliverables, goods, services, and other
work provided by CONTRACTOR..

2.11 County Project Director: Person designated by COUNTY with authority

for COUNTY on contractual or administrative matters relating to this
Contract that cannot be resolved by. the County Project Manager.

2.12 County Project Manager: Person designated by County Project Director
to manage the operations under this Contract.

2.13 Department of Community and Senior Services (DCSS): The
COUNTY department responsible for providing comprehensive human
services to the residents of Los Angeles County including, but not limited to,
the Adult Protective Service program.

2.14 Department of Health Services (DHS): The COUNTY department
responsible for assessing health needs, developing policies to address
those needs, and promoting health and preventive services. To the extent
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that resources are available, providing the appropriate access to health
care in the communities to the medically indigent and others who choose
the County as their care provider.

2.15 Department of Children and Family Services (DCFS): The COUNTY
department responsible for providing a comprehensive child protection
system of prevention, preservation, and permanency.

2.16 Department of Mental Health (DMH): The COUNTY department
responsible for providing clinically competent, culturally sensitive, and
linguistically appropriate mental health services to its clients.

2.17 Department of Public Health (DPH): The COUNTY department
responsiblefòr implementation of programs designed to protect the
public's health such as preparedness and response to bioterrorism,
immunizations, lead-based paint inspections, restaurant and housing

inspections, and anti-smoking campaigns.

2.18 Department of Public Social Services (DPSS): The COUNTY
Department responsible for providing social services and financial
assistance to eligible persons and families in Los Angeles County.

2.19 Day(s): Calendar day(s) unless otherwise specified.

2.20 Fiscal Year: The twelve (12) month period beginning July 1 st and ending
the following June 30th.

2.21 Performance Requirement Summary (PRS): The document furnished
by COUNTY (Technical Exhibit 12.1), which identifies and summarizes the
key performance indicators of this Contract. COUNTY wil be using the
PRS in evaluating CONTRACTOR to assure that the Contract
performance standards are met.

2.22 Quality Control Program: All necessary measures taken by
CONTRACTOR to assure that the quality of services will meet Contract
completeness, consistency, and conformity.

3.0 WORK

3.1 Pursuant to the provisions of this Contract, CONTRACTOR shall fully
perform, complete, and deliver on time, all tasks, deliverables, services, and .
other work as set forth in the Exhibit A, Statement of Work.

3.2 If CONTRACTOR provides any tasks, deliverables, goods, services, or
other work, other than as specified in this Contract, the same shall be
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deemed to be a gratuitous effort on the part of CONTRACTOR, and
CONTRACTOR shall have no claim whatsoever against COUNTY.

4.0 TERM OF CONTRACT

4.1 The term of this Contract shall be three years effective January 1, 2007,
or upon approval by COUNTY'S Board of Supervisors, whichever is later,
and continuing through December 31, 2009, unless sooner terminated or
extended, in whole or in part, as provided in this Contract.

4.2 Contingent upon available funding, the term of this Contract may also be
extended beyond the stated expiration date on a month-to-month basis, for
a period of time not to exceed six (6) months, upon the written request of
the Chief Administrative Offcer and the written concurrence of
CONTRACTOR. All terms of the Contract in effect at the time of extending
the term shall remain in effect for the duration of the extension.

Compensation for work performed during the extension period wil be
prorated on a monthly basis where applicable, and on a daily basis fór
periods of time less than a month.

4.3 CONTRACTOR shall notify the COUNTY when this Contract is within
six (6) months from the expiration of the term as provided for hereinabove.
Upon occurrence of this event, CONTRACTOR shall send written
notification to CCA at the address herein provided in Exhibit E - County's
Administration.

5.0 CONTRACT SUM

5.1 The maximum contract payment for the" term wil be $16,125,618.

CONTRACTOR will be paid at a fixed monthly rate of $445,433 (1/12th of
the maximum annual contract amount excluding the three year funding of
$90,000, designated for Countywide Emergency Hotline activities). For
Countywide Emergency Hotline activities, the $90,000 total contract
amount, not to exceed $30,000 per year, will be paid on an actual cost,
monthly basis. In the event of an actual disaster or unforeseen situation
requiring an unusual level of financial trends, the COUNTY will then
indicate to the CONTRACTOR whether or not the increased level of
support can be continued based on COUNTY funded support.

5.2 CONTRACTOR shall not be entitled to payment or reimbursement for any
tasks or services performed, nor for any incidental Or administrative
expenses whatsoever incurred in or incidental to performance hereunder,
except as specified herein. Assumption or takeover of any of
CONTRACTOR's duties, responsibilities, or obligations, or performance of
same by any entity other than CONTRACTOR, whether through
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assignment, subcontract, delegation, merger, buyout, or any other
mechanism, with or without consideration for any reason whatsoever, shall
occur only with COUNTY's express prior written approvàl.

5.3 CONTRACTOR shall maintain a system of record keeping that will allow
CONTRACTOR to determine when it has incurred 75 percent (75%) of the
total contract authorization under this Contract. Upon occurrence of this
event, CONTRACTOR shall send written notification to CCA at the
address herein provided in Exhibit E - County's Administration.

5.4 No Payment for Services Provided Following ExpirationlTermination
of Contract

CONTRACTOR shall have no claim against COUNTY for payment of any
money or reimbursement, of any kind whatsoever, for any service
provided by CONTRACTOR after the expiration or other termination of this
Contract. Should. CONTRACTOR receive any such payment. it shall
immediately notify COUNTY and shall immediately repay all such funds to
COUNTY. Payment by COUNTY for services rendered after
expiration/termination of this Contract shall not constitute a waiver of

COUNTY's right to recover such payment from CONTRACTOR. This
provision shall survive the expiration or other termination of this Contract.

5.5 Invoices and Payments

5.5.1 CONTRACTOR shall invoice COUNTY only for providing the tasks,
deliverables, goods, services, and other work specified in
Exhibit A - Statement of Work and elsewhere hereunder.
CONTRACTOR shall prepare invoices, which shall include the
charges owed to CONTRACTOR by COUNTY under the terms of
this Contract. CONTRACTOR's payments shall be as provided in
Exhibit B - Pricing Schedule, and CONTRACTOR shall be paid
only for the tasks, deliverables, goods, services, and other work
approved in writing by COUNTY. If COUNTY does not approve
work in writing no payment shall be due to CONTRACTOR for that
work.

5.5.2 CONTRACTOR's invoices shall be priced in accordance with
Exhibit B - Pricing Schedule.

5.5.2 CONTRACTOR's invoices shall contain the information set forth in
Exhibit A - Statement of Work - describing the tasks, deliverables,
goods, services, work hours, and facility and/or other work for
which payment is claimed.
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5.5.4 CONTRACTOR shall prepare and submit its invoice (Exhibit J, -
Invoice Format Sample), along with its Monthly Management

Report, to the CCA within fifteen (15) calendar days after the end
of the month in which services were provided or payment may be
delayed.

5.5.5 All invoices under this Contract shall be submitted to the following

address:

Chief Administrative Office
Office of Unincorporated Area Services and Special Projects
500 West Temple Street, Room 723
Los Angeles, CA 90012

5.5.6 All invoices submitted by CONTRACTOR for payment must have
the written approval of the CCA prior to any payment thereof. In
no event shall COUNTY be liable or responsible for any payment
prior to such written- approvaL. The COUNTY shall review the
invoice/attachments and make payment adjustments as allowed
by this Contract and authorize payment of an accurate invoice as
soon as possible after receipt of the CONTRACTOR'S biling.
The COUNTY will make a reasonable effort to effect payment to
the CONTRACTOR within thirty (30) days from receipt of an
invoice that is accurate as to form and content.

.5.5.7 The COUNTY may delay the last payment due hereunder until.
six (6) months after the termination of the Contract. The
CONTRACTOR shall be liable for payment on thirty (30) days
written notice of any offset authorized by this Contract not

deducted from any payment made by the COUNTY to the
CONTRACTOR.

6.0 ADMINISTRATION OF CONTRACT - COUNTY

COUNTY ADMINISTRATION.

A listing of all COUNTY administration referenced in the following Sub-sections are
designated in Exhibit E - County's Administration. COUNTY shall notify
CONTRACTOR in writing of any change in the names or addresses shown.

6.1 COUNTY PROJECT DIRECTOR

The responsibilities of County Project Director include:

· Resolving any contractual or administrative matters relating to this
Contract that cannot be resolved by the County Project Manager.
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The County Projéct Director is authorized to make changes in the terms
and conditions of this Contract pursuant to Sub-sèction 8.5 Change

Notices and Amendments.

6.2 COUNTY PROJECT MANAGER

The responsibiliies of County Project Manager include:

· Managing the operations under this Contract.

· Supervising the activities of the CCA.

· Reporting to the County Project Director and making recommendations
on all matters to this Contract.

The County Project Manager is not authorized to make any changes in any
of the terms and conditions of this Contract and is not authorized to further
obligate COUNTY in any respect whatsoever.

6.3 COUNTY CONTRACT ADMINISTRATOR

The responsibilities of CCA include:

· Ensuring that the objectives of this Contract are met.

· Negotiating changes in the terms and conditions of this Contract in
accordance with Sub-section 8.5, Change Notices and Amendments.

· Providing direction to CONTRACTORJr:,Jhe areas relating to COUNTY
policy, information requirements, and procedural requirements.

· Meeting with Contract Manager on a regular basis.

· Inspecting any and all tasks, deliverables, goods, services, or other
work provided by or on behalf of CONTRACTOR.

· Overseeing the day-to-day administration of this Contract.

· Compiling reports to the County Project Director.

The County Contract Administrator is not authorized to make any changes
in any of the terms and conditions of this Contract and is not authorized to
further obligate COUNTY in any respect whatsoever.
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7.0 ADMINISTRATION OF CONTRACT - CONTRACTOR

7.1 CONTRACT MANAGER

7.1.1 Contract Manager is designated in Exhibit F - Contractor's
Administration. CONTRACTOR shall notify COUNTY in writing
within five (5) business days of any change in the name or
address of Contract Manager.

7.1 .2 Contract Manager shall be responsible for CONTRACTOR's
day-to-day activities as related to this Contract and shall
coordinate with CCA on a regular basis.

7 .2 ApPROVAL OF CONTRACTOR'S STAFF

COUNTY has the absolute right to approve or disapprove all of
CONTRACTOR's staff performing work hereunder and any proposed
changes in CONTRACTOR's staff; including, but not limited to, Contract
Manager.

7.3 CONTRACTOR'S STAFF IDENTIFICATION

Contractor shall provide, at Contractor's expense, all staff providing
services under this Contract with a photo identification badge.

7.4 BACKGROUND AND SECURITY INVESTIGATIONS

7.4.1 All CONTRACTOR staff performing work under this Contract shall
undergo and pass, to the satisfaction of COUNTY, a background
investigation as a condition of beginning. and continuing to work
under this Contract. COUNTY shall use its discretion in
determining the method of background clearance to be used,

which may include but not be limited to fingerprinting. The fees
associated with obtaining the background information shall be at
the expense of CONTRACTOR, regardless if CONTRACTOR's
staff passes or fails the background clearance investigation.

7.4.2 COUNTY may request that CONTRACTOR's staff be immediately
removed from working on COUNTY Contract at any time during
the term of the Contract. COUNTY, at its sole discretion, will
determine whether to provide to CONTRACTOR or to
CONTRACTOR's staff any information obtained through
COUNTY conducted background clearance.

7.4.3 COUNTY may immediately deny or terminate facility access to
CONTRACTOR's staff that does not pass such investigation(s) to
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the satisfaction of COUNTY whose background or conduct is
incompatible with COUNTY faciliy access, at the sole discretion
of COUNTY.

7.4.4 Disqualification, if any, of CONTRACTOR staff, pursuant to this
Sub-section 7.4, shall not relieve CONTRACTOR of its obligation
to complete all work in accordance with the terms and conditions
of this Contract.

7.5 CONFIDENTIALITY

CONTRACTOR shall inform all of its offcers, employees, agents, and
subcontractors providing services hereunder of the confidentiality provisions
of the contract. CONTRACTOR shall cause each employee performing
services. covered by the Contract to sign and adhere to the "Contractor
Employee Acknowledgment and Confidentiality Agreement': Exhibit G,
hereunder. Contractor shall submit to COUNTY, a signed "Contractor
Employee Acknowledgement and Confidentiality Agreement" for each
employee performing services under the Contract before execution of the
Contract.

By State law, including without limitation NV & I Code, Section 10850 et
seq. and 17006), all of the case records and information pertaining to
individuals receiving aid are confidential and no information related to any
individual case or cases is to be in any way relayed to anyone except those
employees of the COUNTY so desiqnated without written authorization from
COUNTY.

8.0 FURTHER TERMS AND CONDITIONS

8.1 ASSIGNMENT AND DELEGATION

8.1.1 CONTRACTOR shall not assign its rights or delegate its duties
under this Contract, or both, either in whole or in part, without the
prior written consent of the Chief Administrative Officer. Any
unapproved assignment or delegation shall be null and void. Any
payments by the COUNTY to any approved delegate or assignee
on any claim under this Contract shall be deductible, at the
COUNTY's sole discretion, against the claims, which

. CONTRACTOR may have against COUNTY.

8.1.2 Shareholders, partners, members, or other equity holders of
CONTRACTOR may transfer, sell, exchange, assign, or divest
themselves of any interest they may have therein. However, in the
event any such sale, transfer, exchange, assignment, or divestment
is effected in such a way as to give majority control of
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CONTRACTOR to any person(s), corporation, partnership, or legal
entity other than the majority controlling interest therein at the time
of execution of the Contract, such disposition. is an assignment
requiring the prior written consent of COUNTY in accordance with
applicable provisions of this Contract.

8.1.3 Any assumption, assignment, delegation, or takeover of any of
CONTRACTOR's duties, responsibilities, obligations, or
performance of same by any entity other than CONTRACTOR,
whether through assignment, subcontract,. delegation, merger,
buyout, or any other mechanism, with or without consideration for
any reason whatsoever without COUNTY's express prior written
approval, may result in the termination of this Contract. In the
event of such termination, COUNTY shall be entitled to pursue the
same remedies against CONTRACTOR as it could pursue in the
event of default by CONTRACTOR".

8.2 AUTHORIZATION WARRANTY

CONTRACTOR represents and warrants that the person executing this
Contract for CONTRACTOR is an authorized agent who has actual
authority to bind CONTRACTOR to each and every term, condition, and
obligation of this Contract and that all requirements of CONTRACTOR have
been fulfiled to provide such actual authority.

8.3 BUDGET REDUCTIONS

In the event that COUNTY's Board of Supervisors adopts, in any fiscal
year, a COUNTY Budget which provides for reductions in the salaries and
benefits paid to. the majority of COUNTY employe~:3 and imposes similar
reductions with respect to COUNTY Contracts, COUNTY reserves the
right to reduce its payment obligation correspondingly for that fiscal year
and any subsequent fiscal year services provided by CONTRACTOR
under the Contract. COUNTY's notice to CONTRACTOR regarding said
reduction in payment obligation shall be provided within thirty (30)
calendar days of the Board's approval of such actions. CONTRACTOR
shall continue to provide all of the services set forth in the Contract.

8.4 CERTIFICATION REGARDING DEBARMENT, SUSPENSION, INELIGIBILITY AND
VOLUNTARVExCLUSION-LoWER TIER COVERED TRANSACTIONS
(45 C. F. R. PART 

76)

CONTRACTOR hereby acknowledges that COUNTY is prohibited from
contracting with and making subawards to parties that are suspended,
debarred, ineligible, or excluded or whose principals are suspended,
debarred, ineligible, or excluded from securing federally funded contracts.
By executing this Contract, CONTRACTOR certifies that neither it nor any
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of its owners, officers, partners, directors or other principals is currently

suspended, debarred, ineligible, or any excluded from securing federally
funded contracts. Further, by executing this Contract, CONTRACTOR
certifies that, to its knowledge none of its subcontractors, at any tier, or any
owner, officer partner, director or other principal of any subcontractors is
currently suspended, debarred, ineligible, or excluded from securing
federally funded contracts. CONTRACTOR shall immediately notify
COUNTY in writing, during the term of this Contract, should it or any of its
subcontractors or any principals of either be suspended, debarred,

ineligible, or excluded from sècuring federally funded contracts. Failure of
CONTRACTOR to comply with this provision shall consfitute a material
breach of this Contract upon which COUNTY may immediately terminate or
suspend this Contract.

8.5 CHANGE NOTICES AND AMENDMENTS

8.5.1 COUNTY reserves the right to initiate Change Notices that do not
affect the scope, term, Contract Sum or payments. All such
changes shall be accomplished with an executed Change Notice
signed by CONTRACTOR and by CCA.

8.5.2 For any change, which affects the scope of work, term, Contract
Sum, payments, or any term or condition included under this
Contract, an amendment shall be prepared and executed by the
Board of Supervisors.

8.5.3 The Chief Administrative Officer may prepare. and sign
amendments to the Contract without further action by COUNTY
Board of Supervisors under the following conditions:

8.5.3.1 Amendments shall be in compliance with applicable
County, State, and federal regulations.

8.5.3.2 The amendment is for a decrease in the Contract costs,
or the amendment is for an increase of no more than
10 percent (10%) of the total original Contract amount,
and is necessitated by additional and necessary
services that are required for CONTRACTOR to comply
with changes in Federal, State, or COUNTY
requirements.

8.5.3.3 The COUNTY'S Board of Supervisors has appropriated
sufficientfunds in the appropriate budget unites).
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8.5.3.4 The Chief Administrative Officer shall obtain the
approval of County Counsel, or his designee, for an
amendment to the Contract.

8.5.3.5 The Chief Administrative Officer will file a copy of all
amendments with the Executive Offce of the County
Board of Supervisors within fifteen (15) days after
execution of each amendment.

8.6 COMPLAINTS

CONTRACTOR shall develop, maintain, and operate procedures for
receiving, investigating and responding to complaints. -

Within fifteen (15) business days after Contract effective date,
CONTRACTOR shall provide COUNTY with CONTRACTOR's policy for
receiving, investigating, and responding to user complaints.

8.6.1 COUNTY wil review CONTRACTOR's policy and provide
CONTRACTOR with approval of said plan or with requested
changes.

8.6.2 If COUNTY requests changes in CONTRACTOR's policy,
CONTRACTOR shall make such changes and resubmit the plan
within five (5) business days.

8.6.3 If, at any time, CONTRACTOR wishes to change CONTRACTOR's
policy, CONTRACTOR shall submit proposed changes to
COUNTY for approval before implementation.

CONTRACTOR shall preliminarily investigate all complaints and notify CCA
of the status of the investigation within five (5) business days of receiving
the complaint.

When complaints cannot be resolved informally, a system of follow-through
shall be instituted which adheres to formal plans for specific actions andstrict time deadlines. .
Copies of all written responses shall be sent to CCA within three (3)
business days of mailing to the complainant.

8.7 COMPLIANCE WITH ApPLICABLE LAW

8.7.1 The CONTRACTOR shall comply with all applicable Federal,
State, and local laws, rules, regulations, ordinances, and

directives, and all provisions required thereby to be included in
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this Contract are incorporated herein by this reference. These
shall include, but are not limited to:

8.7.1.1 California Welfare and Institutions Code

8.7.1.2 California Department of Social Services (CDSS)
Manual of Policies and Procedures

8.7.1.3 Social Security Act

8.7.1.4 State Energy and Efficiency Plan (Title 24, California
Administrative Code)

8.7.1.5 Clean Air Act (Section 306,42 USC 1857 (h))

8.7.1.6 Clean Water Act (Section 508,33 USC 1368)

8.7.1.7 Executive Order 11738 and Environmental Protection
Agency Regulations (40 CFR Pari 15)

8.7.1.8 .. Equal Employment Opportunity (EEO) (Executive Order
11246 Amended by Executive Order 11375 and
supplemented in Depariment of Labor Regulations, 41
CFR, Pari 60)

8.7.2 The CONTRACTOR shall indemnify and hold harmless the
COUNTY from and against any and all liability, damages, costs,
and expenses, including, but not limited to, defense costs, and
expenses, including, but not limited to, defense costs and
attorneys' fees, arising from or related to any violation on the part
of the CONTRACTOR or its employees, agents, or subcontractors
of any such laws, rules, regulations, ordinances, or directives.

8.7.3 CONTRACTOR shall maintain all licenses required to perform
services required under this Contract.

8.8 COMPLIANCE WITH CIVIL RIGHTS LAWS

CONTRACTOR hereby assures that it will comply with Subchapter Vi of
the Civil Rights Act of 1964, as amended, (42 USC Sections 2000 (e) (1)
through 2000 (e) (17)), and the California Fair Employment and Housing
Act (Cal. Gov. Code § 12900 et seq.) to the end that no person shall, on
the grounds of race, religious creed, color, sex, ancestry, age, physical
disability, mental disabiliy, medical condition, marital status, sexual
orientation, or national origin, be excluded from participation in, be denied
the benefits of, or be otherwise subjeded to discrimination under this
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Contract or under any project, program, or activity supported by this
Contract. CONTRACTOR shall certify to and comply with Exhibit 0 -
Contractors EEO Certification.

8.9 COMPLIANCE WITH COUNTY's JURY SERVICE PROGRAM

8.9.1 JURY SERVICE PROGRAM

This Contract is subject to the provisions of COUNTY's ordinance
entitled Contractor Employee Jury Service ("Jury Service
Program") as codified in Sections 2.203.010 through 2.203.090 of
the Los Angeles County Code, a copy of which is attached as
Exhibit H and incorporated by reference into -and made a part of
this Contract.

8.9.2 WRITTEN EMPLOYEE JURY SERVICE POLICY

1. Unless CONTRACTOR has demonstrated to COUNTY's
satisfaction either that CONTRACTOR is not a
"CONTRACTOR" as defined under the Jury Service
Program (Section 2.203.020 of COUNTY Code) or that
CONTRACTOR qualifies for an exception to the Jury Service
Program (Section 2.203.070 of COUNTY Code),
CONTRACTOR shall have and adhere to a written policy
that provides that its Employees shall receive from
CONTRACTOR, on an annual basis, no less than five days
of regular pay for actual jury service. The policy may provide
that Employees deposit any fees received for such jury
service with CONTRACTOR or that CONTRACTOR deducts
the fees received for jury service from. the Employee's

regular pay.

2. For purposes of this Sub-section, "CONTRACTOR" means a
person, partnership, corporation or other entity which has a
contract with COUNTY or a subcontract with a COUNTY
CONTRACTOR and has received or will receive an
aggregate sum of $50,000 or more in any 12-month period
under one or more COUNTY contracts or subcontracts.
"Employee" means any California resident who is a full time
employee of CONTRACTOR. "Full-time" means 40 hours or
more worked per week, or a lesser number of hours if:
1) the lesser number is a recognized industry standard as
determined by COUNTY, or 2) CONTRACTOR has a long-
standing practice that defines the lesser number of hours as
full-time. Full-time employees providing short-term,

temporary services of 90 days or less within a 12-month
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period are not considered full-time for purposes of the Jury
Service Program. If CONTRACTOR uses any subcontractor
to perform services for COUNTY under. the Contract, the
subcontractor shall also be subject to the provisions of this
Sub-section. The provisions of this Sub-section shall be
inserted into any such subcontract agreement and a copy of
the Jury Service Program shall be attached to the
agreement.

3. If CONTRACTOR is not required to comply with the Jury
Service Program when the Contract commences,
CONTRACTOR shall have a continuing obligation to review
the applicability of its "exception status" from the Jury
Service Program, and CONTRACTOR shall immediately
notify COUNTY if CONTRACTOR at any time either comes
within the Jury Service Program's definition of
"CONTRACTOR" or if CONTRACTOR no longer qualifies for
an exception to the Jury Service Program. In either event,
CONTRACTOR shall immediately implement a written policy
consistent with the Jury Service Program. COUNTY may
also require, at äny time during the Contract and at its sole
discretion, that CONTRACTOR demonstrate to COUNTY's
satisfaction that CONTRACTOR either continues to remain
outside of the Jury Service Program's definition of
"CONTRACTOR" and/or that CONTRACTOR continues to
qualify for an exception to the Program.

4. CONTRACTOR's violation of this Sub-section of the
Contract may constitute a material breach' of the Contract.
In the event of such material breach, COUNTY may, in its
sole discretion, terminate the Contract and/or bar
CONTRACTOR from the award of future COUNTY contracts
for a period of time consistent with the seriousness of the

breach.

8.10 CONFLICT OF INTEREST

8.10.1 No COUNTY employee whose position with COUNTY enables
such employee to influence the award of this Contract or any
competing Contract, and no spouse or economic dependent of

such employee, shall be employed in any capacity by
CONTRACTOR or have any other direct or indirect financial
interest in this Contract. No officer or employee of CONTRACTOR
who may financially benefi from the performance of work
hereunder shall in any way participate in COUNTY's approval, or
ongoing evaluation, of such work, or in any way attempt to
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unlawfully influence COUNTY's approval or ongoing evaluation of
such work, or in any way attempt to unlawfully influence the
County's approval or ongoing evaluation of such work.

8.10.2 CONTRACTOR shall comply with all conflict of interest laws,
ordinances, and regulations now in effect or hereafter to be
enacted during. the term of this Contract. CONTRACTOR
warrants that it is not now aware of any facts that create a conflict
of interest. If CONTRACTOR hereafter becomes aware of any
facts that might reasonably be expected to create a conflct of
interest, it shall immediately make full written disclosure of such
facts to COUNTY. Full written disclosure shall include, but is not
limited to, identification of all persons implicated and a complete
descríption of all relevant circumstances. Failure to comply with
the provisions of this Sub-section shall be a material breach of
this Contract.

8.11 CONSIDERATION OF HIRING COUNTY EMPLOYEES TARGETED FOR LAYOFF/OR
RE-EMPLOYMENT LIST

Should CONTRACTOR require additional or replacement personnel after
the effective date of this Contract to perform the services set forth herein,
CONTRACTOR shall give first consideration for such employment
openings to qualified, permanent COUNTY employees who aretargeted for
layoff or qualified, former COUNTY employees who are on a re-
employment list during the life of this Contract.

8.12 CONSIDERATION OF HIRING GAIN/GROW PROGRAM PARTICIPANTS

Should CONTRACTOR require additional or replacement personr:el after .
the effective date of this Contract, CONTRACTOR shall give consideration
for any such employment openings to participants in COUNTY's
Department of Public Social Services Greater Avenues for Independence
(GAIN) Program or General Relief Opportunity for Work (GROW) Program
who meet CONTRACTOR's minimum qualifications for the open position.
For this purpose, consideration shall mean that CONTRACTOR will
interview qualified candidates. COUNTY will refer GAIN/GROW
participants by job category to CONTRACTOR.

In the event that both laid-off COUNTY employees and .GAIN/GROW
participants are available for hiring, COUNTY employees shall be given first
priority.

8.13 CONTRACTOR RESPONSIBILITY AND DEBARMENT

8.13.1 Responsible CONTRACTOR
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A responsible CONTRACTOR is a CONTRACTOR who has
demonstrated the attribute of trustworthiness, as well as qualiy,
fitness, capacity, and experience to satisfactorily perform the
Contract. It is COUNTY's policy to conduct business only with
responsible CONTRACtORS.

8.13.2 Chapter 2.202 of COUNTY Code

CONTRACTOR is hereby notified that, in accordance with
Chapter 2.202 of COUNTY Code, if COUNTY acquires
information concerning the performance of CONTRACTOR on
this or other contracts which indicates that CONTRACTOR is not
respÖnsible; COUNTY may, in addition to other remedies
provided in .the Contract, debar CONTRACTOR from bidding or
proposing on, or being awarded, and/or performing work on

COUNTY contracts for a specified period of time, which generally
will not exceed five years but may exceed five years or be
permanent if warranted by the circumstances, and terminate any
or all existing contracts CONTRACTOR may have with COUNTY.

8.13.3 Non-responsible Contractor

COUNTY may debar a CONTRACTOR if the Board of
Supervisors finds, in its discretion, that CONTRACTOR has done.
any of the. following: (1) violated a term of a contract with

COUNTY or a nonprofit corporation created by COUNTY,
(2) committed an act or omission which negatively reflects on
CONTRACTOR's quality, fitness or capacity to perform a contract
with COUNTY, any other public entity, or a nonprofit.corporation
created by COUNTY, or engaged in a pattern or practice which
negatively reflects on same, (3) committed an act or offense
which indicates a lack of business integrity or business honesty,
or (4) made or submitted a false claim against COUNTY or any
other public entity.

8.13.4 Contractor Hearing Board

1. If there is evidence that CONTRACTOR may be subject to
debarment; the Department wil notify CONTRACTOR in writing of
the evidence, which is the basis for the proposed debarment and
will advise CONTRACTOR of the scheduled date for a debarment
hearing before Contractor Hearing Board.

2. Contractor Hearing Board wil conduct a hearing where
evidence on the proposed debarment. is presented.
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CONTRACTOR and/or CONTRACTOR's representative shall be
given an opportunity to submit evidence at that hearing. After the
hearing, Contractor Hearing Board shall prepare a tentative
proposed decision, which shall contain a recommendation
regarding whether CONTRACTOR should be debarred, and, if so,
the appropriate length of time of the debarment. CONTRACTOR
and the CAO shall be provided an opportunity to object to the
tentative proposed decision prior to its presentation to the Board
of Supervisors.

3. After consideration of any objections, or if no objections are

submitted, a record of the hearing, the proposed decision, and

any other recommendation of Contractor Hearing Board shall be
presented to the Board of Supervisors. The Board of Supervisors
shall have the right to modify, deny, or adopt the proposed

decision and recommendation of Contractor Hearing Board.

4. If a Contractor has been debarred for a period longer than

five (5) yêars, that Contractor may after the debarment has been
in effect for at least five (5). years, submit a written request for
review of the debarment determination to reduce the period of
debarment or terminate the debarment. The County may, in its
discretion, reduce the period of debarment or terminate the
debarment if it finds that the Contractor has adequately

demonstrated one or more of the following: (1) elimination of the
grounds, for which the debarment was imposed; (2) a bona fide
change in ownership or management; (3) material evidence
discovered after debarmentwas imposed; or (4) any other reason
that is in the best interests of the County.

5. The Contractor Hearing Board will consider a request for
review.. of. a debarment determination only where (1) the
Contractor has been debarred for a period longer than five (5)
years; (2).the debarment has been in effect for at least five (5)
years; and (3) the request is in writing, states one or more of the
grounds for reduction of the debarment period or termination of
the debarment, and includes supporting documentation. Upon
receiving an appropriate request, the Contractor Hearing Board
will provide notice of the hearing on the request. At the hearing,
the Contractor Hearing Board shall conduct a hearing where

evidence .on the proposed reduction of debarment period or
termination of debarment is presented. This hearing shall be
conducted and the request for review decided by the Contractor
Hearing Board pursuant to the same procedures as for a
debarment hearing.
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6. The Contractor Hearing Board's proposed decision shall

contain a recommendation on the request to reduce the period of
debarment or terminate the debarment. The Contractor Hearing
Board shall present its proposed decision and recommendation to
the Board of Supervisors. The Board of Supervisors shall have
the right to modify, deny, or adopt the proposed decision and
recommendation of the Contractor Hearing Board.

8.13.5 Subcontractors of CONTRACTOR

These terms shall also apply to Subcontractors of COUNTY
CONTRACTORS.

8.14 CONTRACTOR'S ACKNOWLEDGEMENT OF COUNTY'S COMMITMENT To THE
SAFELY SURRENDERED BABY LAW

CONTRACTOR acknowledges that COUNTY places a high priority on the
implementation of the Safely Surrendered Baby Law. CONTRACTOR
understands that it is COUNTY's policy to encourage all COUNTY
CONTRACTORS to voluntarily post COUNTY's "Safely Surrendered Baby
Law" poster in a prominent position at CONTRACTOR's place of business.

. CONTRACTOR will also encourage its Subcontractors, if any, to post this
poster in a prominent position in the Subcontractor's place of business.

COUNTY's Department .of Children and Family Services will supply
CONTRACTOR with the. poster to be used. .

8.15 CONTRACTOR'S WARRANTY OF ADHERENCE To COUNTY'S CHILD SUPPORT
COMPLIANCE PROGRAM

8.15.1 CONTRACTOR acknowledges that COUNTY has established a
goal of ensuring that all individuals who benefit financially from
COUNTY through Contract are in compliance. with their
court-ordered child, family, and spousal support obligations in order
to mitigate the economic burden otherwise imposed upon
COUNTY and its taxpayers.

8.15.2 As required by COUNTY's Child Support Compliance Program

(County Code Chapter 2.200) and without limiting
CONTRACTOR's duty under this Contract to comply with all
applicable provisions of law, CONTRACTOR warrants that it is now
in compliance and shall during the term of this Contract maintain in
compliance with employment and wage reporting requirements as
required by the Federal Social Security Act (42 USC Section 653a)
and California Unemployment Insurance Code Section 1088.5, and
shall implement all lawfully served Wage and Earnings Withholding
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Orders or Child Support Services Department Notices of Wage and
Earnings Assignment for Child, Family or Spousal Support,

pursuant to Code of Civil Procedure Section 706.031 and Family
Code Section 5246(b).

8.16 COUNTY'S QUALITY ASSURANCE PLAN

COUNTY or its agent wil evaluate CONTRACTOR's performance under
this Contract on not less than an annual basis. Such evaluation wil include
assessing CONTRACTOR's compliance with all Contract terms and
conditions and performance standards. CONTRACTOR deficiencies which
COUNTY determines are severe or continuing and that may place
performance of the Contract in jeopardy if not corrected will be reported to
the Board of Supervisors. The report will include improvement/corrective
action measures taken by COUNTY and CONTRACTOR. If improvement
does not occur consistent with the corrective action measures, COUNTY
may terminate this Contract or impose other penalties as specified in this
Contract.

8.17 DAMAGE To COUNTY FACILITIES, BUILDINGS OR GROUNDS

8.17..1 CONTRACTOR shall Tepair, or cause to be repaired, at its own
cost, any and all damage to COUNTY facilities, buildings, or
grounds caused by CONTRACTOR or employees or agents of
CONTRACTOR. Such repairs shall be made immediately after
CONTRACTOR hasdbecome aware of such damage, but in no
event later than thirty (30) days after the occurrence.

8.17.2 If CONTRACTOR fails to make timely repairs, COUNTY may make
any necessary repairs. CONTRACTOR, as determined by
COUNTY,for such. repairs shall repay all costs incurred by
COUNTY, by cash payment upon demand.

8.18 EMPLOYMENT ELIGIBILITY VERIFICATION

CONTRACTOR warrants that it fully complies with all Federal and State
statutes and regulations regarding the employment of aliens and others
and that all its employees performing work under this Contract meet the
citizenship or alien status requirements set forth in Federal and State
statutes and regulations. CONTRACTOR shall obtain, from all employees
performing work hereunder, all verification and other documentation of
employment eligibility status required by Federal and State statutes and
regulations including, but not . limited to, the Immigration Reform and
Control Act of 1986, (P.L. 99-603), or as they currently exist and as they
may be hereafter amended. CONTRACTOR shall retain all such
documentation for all covered employees for the period prescribed by law.

R1l2106
Page 21 of 44



CONTRACTOR shall indemnify, defend, and hold harmless, COUNTY, its
agents, officers, and employees from employer sanctións and any other
liability which may be assessed against CONTRACTOR or COUNTY or
both in connection with any alleged violation of any Federal or State
statutes or regulations pertaining to the eligibility for employment of any
persons performing work under this Contract.

8.19 FACSIMILE REPRESENTATIONS

COUNTY and CONTRACTOR hereby agree to regard facsimile
representations of original signatures of authorized officers of each party,
when appearing in appropriate places on the Change Notices and
Amendments .prepared pursuant to Sub-section 8.5, and received via
communications facilities, as legally sufficient evidence that such original
signatures have been affixed to Change Notices and Amendments to this
Contract, such that the parties need not follow up facsimile transmissions
of such documents with subsequent (non-facsimile) transmission of
"original" versions of such documents.

8.20 FAIR LABOR STANDARDS

CONTRACTOR shall comply with all applicable provisions of the Federal

Fair Labor Standards Act and shall indemnify, defend, and hold harmless
COUNTY and its agents, officers, and employees from any and all liability,
including, but not limited to, wagesj.,overtime pay, liquidated damages,
penalties, court costs, and attorneys' fees arising under any wage and hour
law, including, but not limited to, the Federal Fair Labor Standards Act, for
work performed by CONTRACTOR's employees for which COUNTY may
be found jointly or solely liable.

8.21 GOVERNING LAW, JURISDICTION, AND VENUE

This Contract shall be governed by, and construed in accordance with, the
laws of the State of California. CONTRACTOR consents and agrees to the
exclusive jurisdiction of the courts of the State of California for all purposes
regarding this Contract and further agrees and consents that venue of any
action brought hereunder shall be exclusively in the County of Los Angeles.

8.22 INDEPENDENT CONTRACTOR STATUS

8.22.1 This Contract is by and between COUNTY and CONTRACTOR
and is not intended, and shall not be construed, to create the
relationship of agent, servant, employee, partnership, joint venture,
or association, as between COUNTY and CONTRACTOR. The
employees and agents of one party shall not be, or be construed to
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be, the employees or agents of the other party for any purpose
whatsoever.

8.22.2 CONTRACTOR shall be solely liable and responsible for
providing to, or on behalf of, all persons performing work pursuant
to this Contract all compensation and benefits. COUNTY shall
have no liability or responsibility for the payment of any salaries,
wages, unemployment benefits, disability benefits, Federal, State,
or local taxes, or other compensation, benefits, or taxes for any
personnel provided by or on behalf of CONTRACTOR.

8.22.3 CONTRACTOR understands and agrees that. all persons
performing work pursuant to this Contract are, for purposes of
Workers' Compensation liabilty, solely employees of
CONTRACTOR and not employees of COUNTY. CONTRACTOR
shall be solely liable and responsible for furnishing any and all
Workers' Compensation benefits to any person as a result of any
injuries arising from or connected with any work performed by or on
behalf of CONTRACTOR pursUant to this Contract.

8.22.4 CONTRACTOR shall adhere to the provisions stated in
Sub-section 7.5 - Confidentiality

8.23 INDEMNIFICATION

CONTRACTOR shall indemnify, defend and hold harmless COUNTY, its
Special Districts, elected and appointed officers, employees, and agents
from and against any and all liability, including but not limited to demands,
claims, actions, fees, costs, and expenses (including attorney and expert
witness fees), arising from or connected with CONTRACTOR's acts
and/or omissions arising from and/or relating to this Contract.

8.24 GENERAL INSURANCE REQUIREMENTS

Without limiting CONTRACTOR's indemnification of COUNTY and during
the term of this Contract, CONTRACTOR shall provide and maintain, and
shall require all of its subcontractors to maintain, the following programs of
insurance specified in this Contract. Such insurance shall be primary to
and not contributing with any other insurance or self-insurance programs
maintained by COUNTY. . Such coverage shall be provided and
maintained at CONTRACTOR's own expense.

8.24.1 Evidence of Insurance: Certificate(s) or other evidence of
coverage satisfactory to COUNTY shall be delivered, prior to
commencing services under this Contract, to the CCA, Chief

. Administrative Office, Office of Unincorporated Area Services and
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Special Projects, 500 West Temple Street, Room 723, Los
Angeles, CA 90012.

Such certificates or other evidence shall:

· Specifically identify this Contract;

· Clearly evidence all coverage required in this Contract;

· Contain the express condition that COUNTY is to be given
written notice by mail at least thirty (30) days in advance of
cancellation for all policies evidenced on the certificate of
insurance;

· Include copies of the additional insured endorsement to the
commercial general liabilty policy, adding the County of
Los Angeles, its Special Districts, its officials, officers and
employees as insured for all activities arising from this
Contract; and

· Identify any deductibles ..or self-insured retentions for
COUNTY's approval. COUNTY retains the right to require
CONTRACTOR to reduce or eliminate such deductibles or

self-insured retentions as they apply to COUNTY, or, require
CONTRACTOR to provide a bond guaranteeing payment of all
such retained. losses and-related costs, including, but not
limited to, expenses or fees; or both, related to investigations,
claims administrations, and legal defense. A corporate surety
licensed to transact business in the State of California shall
execute such bond.

8.24.2 Insurer Financial Ratings: Insurance is to be provided by an

insurance company acceptable to COUNTY with an A.M. Best
rating of not less than AVII; unless otherwise approved by

COUNTY.

8.24.3 Failure to Maintain Coverage: Failure by CONTRACTOR to
maintain the required insurance, or to provide evidence of

insurance coverage acceptable to COUNTY, shall constitute a
material breach of the Contract upon which COUNTY may
immediately terminate or suspend this Contract. COUNTY, at its
sole option, may obtain damages from CONTRACTOR resulting
from said breach. Alternatively, COUNTY may purchase such
required insurance coverage, and without further notice to
CONTRACTOR, COUNTY may deduct from sums due to
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CONTRACTOR any premium costs advanced by COUNTY for
such insurance.

8.24.4 Notification of Incidents, Claims or Suits: CONTRACTOR
shall report to COUNTY

· Any accident or incident relating to services performed under
this Contract which involves injury or property damage which
may result in the filing of a claim or lawsuit against

CONTRACTOR and/or COUNTY. Such report shall be made
in writing within 24 hours of occurrence.

· Any third party claim or lawsuit filed against CONTRACTOR
arising from or related to services performed by
CONTRACTOR under this Contract.

· Any injury to a CONTRACTOR employee that occurs on
COUNTY property. This report shall be submitted on a
COUNTY "Non-employee Injury Report" to the County
Contract Administrator.

· Any loss, disappearance, destruction, misuse, or theft of any
kind whatsoever of COUNTY property, monies or securities
entrusted to CONTRACTOR under the terms of this Contract.

8.24.5 Compensation for COUNTY Costs: In the event that
CONTRACTOR fails to comply with any of the indemnification or
insurance requirements of this Contract, and such failure to
comply results in any costs'to COUNTY, CONTRACTOR shall
pay full compensation for all costs .incurred by COUNTY.

8.24.6 Insurance Coverage Requirements for Subcontractors:
CONTRACTOR shall ensure any and all subcontractors
performing services under this Contract meet the insurance

requirements ofthis Contract by either:

· CONTRACTOR providing evidence of insurance covering the
activities of subcontractors, or

· CONTRACTOR providing evidence submitted by
subcontractors evidencing that subcontractors maintain the

required insurance coverage. COUNTY retains the right to
obtain copies of evidence of subcontractor's insurance

coverage at any time.
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8.25 INSURANCE COVERAGE REQUIREMENTS

8.25.1 General Liabilty insurance written on ISO policy form CG 00 01

or its equivalent, with limits of not less than the following:

General Aggregate:
Products/Completed Operations Aggregate:
Personal and Advertising Injury:
Each Occurrence:

$2 million
$1 million
$1 million
$1 million

8.25.2 Automobile Liabilty written on iSO policy form CA 00 01 or its
equivalent, with a limit of liabilty of not less than $1 milion for
each accident. Such insurance shall include coverage for all
"owned", "hired" and "non-owned" vehicles, or coverage for "any
auto".

8.25.3 Workers' Compensation and Employers' Liabilty insurance
providing workers' compensation benefits, as required by the
Labor Code of the State of California or by any other state, and
for which CONTRACTOR is responsible. If CONTRACTOR's
employees will be engaged in maritime employment, coverage

shall provide workers' compensation benefits as required by the
U.S. Longshore and Harbor Workers' Compensation Act, Jones
Act or any other federal law for which. CONTRACTOR is
responsible.

In all cases, the above.insurancealso shall include Employers'
Liability coverage with limits of not less than the following:

Each Accident:
Disease - policy limit:
Disease - each employee:

$1 milion
$1 million
$1 million

8.25.4 Professional Liabilty/Errors and Omissions (E&O) Insurance

covering liability arising from any error, omission, negligent or
wrongful act of the Contractor, its officers or employees with limits
of not less that $1 million per occurrence and $3 milion

aggregate. The coverage also shall provide an extended two
year reporting period commencing upon termination or
cancellationofthis Contract.

8.25.5 Property Coverage shall be endorsed naming the County of Los
Angeles as loss payee, provide deductibles of no greater than 5%
of the property value and shall include:
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Real Property and All Other Personal Property-Special form ("all_
risk") coverage for the full replacement value of County-owned or
leased property.

8.26 LIQUIDATED DAMAGES

8.26.1 If, in the judgment of the County Project Director, CONTRACTOR
is deemed to be noncompliant with the terms and obligations
assumed hereby, the County Project Director, or his/her
designee, at his/her option, in addition to, or in lieu of, other
remedies provided herein, may withhold the entire monthly

payment or deduct pro rata from CONTRACTOR's invoice for
work not performed. The work not performed and the amount to
be withheld or deducted from payments to CONTRACTOR from
COUNTY, will be forwarded to CONTRACTOR by the County
Project Director, or his/her designee, in a written notice describing
the reasons for said action.

8.26.2 If the County Project Director - determines that there are
deficiencies in the performance of this Contract that the County
Project Director deems are correctable by CONTRACTOR over a
certain time span, the County Project Director will provide a
written notice to CONTRACTOR to. correct the deficiency within
specified time frames. Should CONTRACTOR fail to correct
deficiencies within said time frame, the County Project Director
may:

(a) Deduct from CONTRACTOR's. payment, pro rata, those
applicable portions of the Monthly Contract Sum; and/or

(b) Deduct liquidated damages. The parties agree that it will be
impracticable or extremely difficult to fix the extent of actual
damages resulting from the failure of CONTRACTOR to .
correct a deficiency within the specified time frame. The
parties hereby agree that under the current circumstances a
reasonable estimate of such damages is One Hundred
Dollars ($100) per day per infraction, or as specified in the
Petformance Requirements Summary (PRS) Chari, as
defined in Exhibit A, Statement of Work" Technical Exhibit
12.1, hereunder, and that CONTRACTOR shall be liable to
COUNTY for liquidated damages in said amount. Said
amount shall be deducted from COUNTY's payment to
CONTRACTOR; and/or

(c) Upon giving five (5) days notice to CONTRACTOR for failure
to correct the deficiencies, COUNTY may correct any and all
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deficiencies and the total costs incurred by COUNTY for
completion of the work by an alternate source, whether it be
COUNTY forces or separate private CONTRACTOR, will be
deducted and forfeited from the payment to CONTRACTOR
from COUNTY, as determined by COUNTY.

8.26.3 The action noted in Sub-section 8.26.2 shall not be construed as
a penalty, but as adjustment of payment to CONTRACTOR to
recover COUNTY cost due to the failure of CONTRACTOR to
complete or comply with the provisions of this Contract.

8.26.4 This Sub-section shall not, in any manner, restrict or limit
COUNTY's right to damages for any breach of this Contract
provided by law or as specified in the PRS or Sub-section 8.26.2,
and shall not, in any manner, restrict or limit COUNTY's right to
terminate this Contract C;S agreed to herein.

8.27 LOCAL SMALL BUSINESS ENTERPRISE PREFERENCE PROGRAM

This Contract is subject to the provisions of COUNTY's ordinance entitled
Local Small Business Enterprise Preference Program, as codified in
Chapter 2.204 of the Los Angeles County Code. CONTRACTOR shall not
knowingly and with the intent to defraud;. fraudulently obtain, retain,
attempt to obtain or retain, or aid another in fraudulently obtaining or

retaining, or attempting to obtain certification as a Local Small Business
Enterprise. CONTRACTOR shall not willfully and knowingly made a false
statement with the intent to defraud, whether by affidavit, report, or other
. representation, to a COUNTY official or employee. for the purpose of
influencing the certification or denial of certification of any entity as a Local
Small Business Enterprise

If CONTRACTOR has obtained COUNTY certification as a Local Small
Business Enterprise by reason of having furnished incorrect supporting
information or by reason of having withheld information, and knew, or
should have known, the information furnished was incorrect or the
information withheld was relevant to its request for certification, and which
by reason of such certification has been awarded this Contract to which it
would not otherwise have been entitled, shall:

1. Pay to COUNTY any difference between the Contract amount and
what the COUNTY's costs would have been if the Contract had been
properly awarded;

2. In addition to the amount described in Paragraph 1 above, be

assessed a penalty in an amount of not more than 10 percent (10%)
of the amount of the Contract; and
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3. Be subject to the provisions of Chapter 2.202 of the Los Angeles

County Code (Determinations of Contractor Non-responsibility and
Contractor Debarment).

The above penalties shall also apply if CONTRACTOR is no longer
eligible for certification as a result in a change of their status and
CONTRACTOR failed to notify the State and the COUNTY's Office of
Affirmative Action Compliance of this information.

8.28 MOST FAVORED PUBLIC ENTITY

If CONTRACTOR's prices decline, or should CONTRACTOR at any time
during the term of this Contract provide the same goods or services under
similar quantity and delivery conditions to the State of California or any
county, municipality, or district of the State at prices below those set forth in
this Contract, then such lower prices shall be immediately extended to
COUNTY.

8.29 NONDISCRIMINATION AND AFFIRMATIVE ACTION "

8.29.1 CONTRACTOR certifies and agrees that all persons employed by
it, its affilates, subsidiaries, or holding companies are and shall be
treated equally without regard to or. because of race, color,
religious creed, ancestry, national origin, sex, age,. physical or
mental disabilty, medical condition, marital status, or sexual
orientation, in compliance with all applicable Federal and State
anti-discrimination laws and regulations.

8.29.2 CONTRACTOR shall ,certify to, and comply with, the provisions of
Exhibit 0 - Contractor's EEO Cerlification.

8.29.3 CONTRACTOR shall take affirmative action to ensure that
applicants are employed, and that employees are treated during
employment, without regard to race, color, religious creed,
ancestry, national origin, sex, age, physical or mental disability,
medical condition, marital status, or sexual orientation, in
compliance with all applicable Federal and State anti-discrimination
laws and regulations. Such action shall include, but is not limited
to: employment; upgrading; - demotion, . transfer, recruitment or
recruitment advertising, layoff or termination, rates of payor other
forms of compensation, and selection for training, including
apprenticeship.

8.29.4 CONTRACTOR certifies and agrees that. it wil deal with its
subcontractors, bidders, or vendors without regard to or because of
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race, color, religious creed, ancestry, national origin, sex, age,
physical or mental disability, medical condition, marital status, or
sexual orientation.

8.29.5 CONTRACTOR certifies and agrees that it, its affiliates,
subsidiaries, or holding companies shall comply with all applicable
Federal and State laws and regulations to the end that no person
shall, on the grounds of race, color, religious creed, ancestry,
national origin, sex, age, physical or mental disability, medical
condition, marital status, or sexual orientation, be excluded from
participation in, be denied the benefit~ of, or be otherwise
subjected to discrimination under this Contract or under any
project, program, or activity supported by this Contract.

8.29.6 CONTRACTOR shall allow COUNTY representatives access to
CONTRACTOR's employment records during regular business
hours to verify compliance with the provisions of this
Sub-section 8.29 when so requested by COUNTY.

8.29.7 If COUNTY finds that any provision of this Sub-section 8.29 has
been violated, such violation shall constitute a material breach of
this Contract upon which COUNTY may terminate or suspend this
Contract. While COUNTY. reserves the right to determine
independently that the anh..discrimination provisions of this
Contract have been violated, in addition, a determination by the
California Fair Employment Practices Commission or the Federal
Equal Employment Opportunity Commission that CONTRACTOR
has violated Federal or State anti-discrimination laws or
regulations shall constitute a finding by COUNTY that
CONTRACTOR has. violated the anti-discrimination provisions of
this Contract.

8.29.8 The parties agree that in the event CQNTRACTOR violates any of
the anti-discrimination provisions of this Contract, COUNTY shall,
at its sole option, be entitled to the sum of Five Hundred Dollars
($500) for each. such violation pursuant to California Civil Code
Section 1671 as liquidated damages in lieu of terminating or
suspending this Contract.

8.30 NON EXCLUSIVITY

Nothing herein is intended nor shall be construed as creating any exclusive
arrangement with CONTRACTOR. This Contract shall not restrict
COUNTY from acquiring similar, equal or like goods and/or services from
other entities or sources.
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8.31 NOTICE OF DELAYS

Except as otherwise provided under this Contract, when either party has
knowledge that any actual or potential situation is delaying or threatens to
delay the timely performance of this Contract, that party shall, within one (1)
day, give notice thereof, including all relevant information with respect

thereto, to the other party.

8.32 NOTICE OF DISPUTES

CONTRACTOR shall bring to the attention of CCA and/or County Project
Manager any dispute between COUNTY and CONTRACTOR regarding the
performance of services as stated in this Contract. - If CCA or County
Project Manager is not able to resolve the dispute, the County Project
Director, or designee shall resolve it.

8.33 NOTICE To EMPLOYEES REGARDING THE FEDERAL EARNED INCOME CREDIT

CONTRACTOR shall notify its employees, and shall require each
subcontractor to notify its employees, that they may be eligible for the

, Federal Earned Income Credit under the federal income tax laws. Such
notice shall be provided in accordance with the requirements set forth in
Internal Revenue Service Notice NO.1 015.

8.34 NOTICE To EMPLOYEES REGARDING THE SAFELY SURRENDERED BABY LAW

CONTRACTOR shall notify and provide to its employees, and shall
require each subcontractor to notify and provide to its employees, a fact
sheet regarding the Safely Surrendered Baby Law, its implementation in
Los Angeles County, .and where and how to safely surrender a baby. The

fact sheet is set forth in Exhibit lof this Contract and is also available on
the Internet at ww.babvsafela.orçi for printing purposes.

8.35 NOTICES

All notices or demands required or permitted to be given or made under this
Contract shall be in writing and shall be hand delivered with signed receipt
or mailed by first-class registered or certified mail, postage prepaid,
addressed to the parties as identified in Exhibits E - County's Administration
and F - Contractor's Administration. Either party giving ten (10) days' prior
written notice thereof to the other party may change addresses. The Chief
Administrative Officer shall have the authority to issue all notices or

demands required or permitted by COUNTY under this Contract.
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8.36 PROHIBITION AGAINST INDUCEMENT OR PERSUASION

Notwithstanding the above, CONTRACTOR and COUNTY agree that,
during the term of this Contract and for a period of one year thereafter,
neither party shall in any way intentionally induce or persuade any
employee of one party to become an employee or agent of the other party.
No bar exists against any hiring action initiated through a public
announcement.

8.37 PUBLIC RECORDS ACT

8.37.1 Any documents submitted by CONTRACTOR; all information
obtained in connection with COUNTY's right to audit and inspect
CONTRACTOR's documents, books, and accounting records
pursuant to Sub-section 8.39 Record Retention and
Inspection/Audit Settlement of this Contract; become the exclusive
property of COUNTY. All such documents become a matter of
public record and shall be regarded as public records. Exceptions
wil be those elements in the California Government Code,

Section 6250 et seq. (Public Records Act) and which are marked
"trade secret", "confidential", or "proprietary". COUNTY shall not in
any way be liable or responsible for the disclosure of any such
records including, without limitation, those so marked, if disclosure
is required by law, or by an order issued by a court of competent
jurisdiction.

8.37.2 In the event COUNTY is required to defend an action on a Public

Records Act request for any of the aforementioned documents,

information, books, records, and/or contents of a proposal marked
"trade secret", "confidential", or "proprietary", CONTRACTOR
agrees to defend and indemnify COUNTY from all costs and
expenses, including reasonable attorney's fees, in action or liability
arising under the Public Records Act.

8.38 PUBLICITY

8.38.1 CONTRACTOR shall not disclose any details in connection with
this Contract to any person or entity except as may be otherwise
provided hereunder or required by law. However, in recognizing
CONTRACTOR's need to identify .its services and related clients
to . sustain it, COUNTY shall not inhibit CONTRACTOR from
publishing its role under this Contract within the following

conditions:

· CONTRACTOR shall develop all publicity material in a
professional manner; and
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· During the term of this Contract, CONTRACTOR shall not, and
shall not authorize another to, publish or disseminate any

commercial advertisements, press releases, feature articles, or
other materials using the name of COUNTY without the prior
written consent of County Project Director. COUNTY shall not
unreasonably withhold written consent.

8.38.2 CONTRACTOR may, without the prior written consent of
COUNTY, indicate in its proposals and sales materials that it has
been awarded this Contract with the County of Los Angeles,

provided that the requirements of this Sub-section 8.38 shall

apply.

8.39. RECORD RETENTION AND INSPECTION/AuDIT SETTLEMENT

CONTRACTOR shall maintain accurate and complete financial records of
its activities and operations relating to this Contract. in accordance with
generally accepted accounting principles. CONTRACTOR shall also
maintain accurate and complete employment and other records relating to

.., its performance of this Contract. CONTRACTOR agrees that COUNTY, or
its authorized representatives, shall have access to and the right to

. examine, audit, excerpt, copy, or . transcribe any pertinent transaction, .
,activity, or records relating to this Contract. All such material, including, but
not limited to, all financial records, timecards and other employment
records, and proprietary data and information, shall be kept and maintained
by CONTRACTOR and shall be made available to COUNTY during the
term of this Contract and for a period of five (5) years thereafter unless
COUNTY's written permission is given to dispose of any such material prior

. to such time. All such material shall be maintained by CONTRACTOR at a
location in Los Angeles County, provided that if any such material is located
outside Los Angeles County, then, at COUNTY's option, CONTRACTOR
shall pay COUNTY for travel, per diem, and other costs incurred by
COUNTY to examine, audit, excerpt, copy, or transcribe such material at
such other location.

8.39.1 In the event that an audit of CONTRACTOR is conducted
specifically regarding this Contract by any Federal or State auditor,
or by any auditor or accountant employed by CONTRACTOR or
otherwise, then CONTRACTOR shall file a copy of such audit
report with COUNTY's Auditor-Controller within thirty (30) days of
CONTRACTOR's receipt thereof, unless otherwise provided by
applicable Federal or State law or under this Contract. COUNTY
shall make a reasonable effort to maintain the confidentiality of
such audit report(s).
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8.39.2 Failure on the part of CONTRACTOR to comply with any of the
provisions of this Sub-section 8.39 shall constitute a material

breach of this Contract upon which COUNTY may terminate or
suspend this Contract.

8.39.3 If, at any time during the term of this Contract or within five (5)
years after the expiration or termination of this Contract,

representatives of COUNTY may conduct an audit of
CONTRACTOR regarding the work performed under this Contract,
and if such audit finds that COUNTY's dollar liability for any such
work is less than payments made by COUNTY to CONTRACTOR,
then the difference shall be either: a) repaid by CONTRACTOR to
COUNTY by cash payment upon demand or b) at the sole option
of COUNTY's Auditor-Controller, deducted from any amounts due
to CONTRACTOR from COUNTY, whether under this Contract or
otheiwise. If such audit finds that COUNTY's dollar liability for
such work is more than the payments made by COUNTY to
CONTRACTOR, then the difference shall be paid to
CONTRACTOR by COUNTY by cash payment, provided that in no
event shall COUNTY's maximum obligation for this Contract
exceed the funds appropriated by COUNTY for the purpose of this
Contract.

8.40 RECYCLED BOND PAPER

Consistent with the Board of Supervisors' policy to reduce the amount of
solid waste deposited at COUNTY landfils., CONTRACTOR agrees to use
recycled-content paperto the maximum extent possible on this Contract.

8.41 REMOVAL o.F UNSATISFACTORY PERSONNEL

"COUNTY shall have the right, at its sole discretion, to require the
Contractor to remove any employee from the performance of services
under this Contract. At the request of COUNTY, the CONTRACTOR shall
immediately replace said personneL."

8.42 RULES AND REGULATIONS

During the time that CONTRACTOR's employees or agents are at
COUNTY facilties, such persons shall be subject to the rules and

regulations of COUNTY facilities. It is the responsibility of CONTRACTOR
to acquaint such persons, who are to provide services, with such rules and

. regulations. In the event that COUNTY determines that an employee of
CONTRACTOR has violated any applicable rule or regulation, the County
Project Director or designee shall notify CONTRACTOR and
CONTRACTOR shall undertake such remedial or disciplinary measures as
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CONTRACTOR determines appropriate. If the problem is not thereby
corrected, then CONTRACTOR shall permanently withdraw any of its
employees from the provision of services upon receipt of written notice from
County Project Director or designee that: (1) such employee has violated
such rules or regulations; or (2) such employee's actions, while on

COUNTY premises, indicate that the employee may adversely affect the
delivery of COUNTY services. Upon removal of any employee,
CONTRACTOR shall immediately replace the employee and continue
services hereunder."

8.43 SUBCONTRACTING

8.43.1 The requirements of this Contract may not be subcontracted by
CONTRACTOR without the prior written approval of COUNTY.
Any attempt by CONTRACTOR to subcontract without the prior
consent of COUNTY may be deemed a material breach of this
Contract.

8.43.2 If CONTRACTOR desires to subcontract, CONTRACTOR shall
provide the following information promptly at COUNTY's request:

· A description of the work to be performed by the subcontractor;

· A draft copy of the proposed subcontract; and

· Other pertinent information and/or certifications requested by
COUNTY.

8.43.3 CONTRACTOR shall indemnify and hold COUNTY harmless with
respect to the activities of each and . every, subcontractor in the
same manner and to the same degree as if such subcontractor(s)
were CONTRACTOR employees.

8.43.4 CONTRACTOR. shall remain fully responsible for all
performances required of it under this Contract, including those
. that the CONTRACTOR has determined to subcontract,
notwithstanding COUNTY's approval of CONTRACTOR's
proposed subcontract.

8.43.5 COUNTY's consent to subcontract shall not waive COUNTY's right
to prior and continuing approval of any and all personnel, including
subcontractor employees, providing services under this Contract.
CONTRACTOR is responsible to notify its subcontractors of this
COUNTY right.
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8.43.6 County Project Director is authorized to act for and on behalf of
COUNTY with respect to approval of any subcontract and
subcontractor employees.

8.43.7 CONTRACTOR shall be solely liable and responsible for all
payments or other compensation to all subcontractors and their
officers, employees, agents, and successors in interest arising
through services performed hereunder, notwithstanding COUNTY's
consent to subcontract.

8.43.8 CONTRACTOR shall obtain certificates of insurance, which
establish that the subcontractor maintains all the programs of
insurance required by COUNTY from- each approved
subcontractor. CONTRACTOR shall ensure delivery of all such
documents to CCA before any subcontractor employee may
perform any work hereunder.

8.43.9 In the event that the COUNTY consents to subcontracting,
CONTRACTOR shall include in all subcontracts, the following
provision: "This . contract is a subcontract under the terms of a
prime contract with the County of Los Angeles. All representations

.. and warranties shall inure to the benefit of the County of
Los Angeles."

8.44 TERMINATION FOR BREACH. OF WARRANTY To MAINTAIN COMPLIANCE WITH
COUNTY'S CHILD SUPPORT COMPLIANCE PROGRAM

Failure of CONTRACTOR to maintain compliance with the requirements set
forth in Sub-section 8.15 - Contractor's Warranty of Adherence to
COUNTY's .Child Support Compliance Program,,, shall constitute default
under this Contract. Without limiting the rights and remedies available to
COUNTY under any other provision of this Contract, failure of
CONTRACTOR to cure such default within ninety (90) calendar days of
written notice shall be grounds upon which COUNTY may terminate this
Contract pursuant to Sub-section 8.46 - Termination for Default and pursue
debarment of CONTRACTOR, pursuant to COUNTY Code Chapter 2.202.

8.45 TERMINATION FOR CONVENIENCE

8.45.1 This Contract may be terminated, in whole or in part, from time to
time, when COUNTY, deems such action in its sole discretion, to
be in its best interest. Termination of work hereunder shall be

effected by notice of termination to CONTRACTOR specifying the
extent to which performance of work is terminated and the date
upon which such termination becomes effective. The date upon
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which such termination becomes effective shall be no less than
ten (10) days after the notice is sent.

8.45.2 After receipt of a notice of termination and except as otherwise

directed by COUNTY, CONTRACTOR shall:

· Stop work under this Contract on the date and to the extent
specified in such notice, and

· Complete performance of such part of the work as shall not
have been terminated by such notice.

8.45.3 All material including books, records, documents, or other evidence

bearing on the costs and expenses of CONTRACTOR under this
Contract shall be maintained by CONTRACTOR in accordance
with Sub-section 8.39 Record Retention & Inspection/Audit
Settlement.

8.46 TERMINATION FOR DEFAULT

8.46.1 COUNTY may, by written notice to CONTRACTOR, terminate the
whole or any part of this Contract, if, in the judgment of County
Project Director:

· CONTRACTOR has matenally breached this Contract;

· CONTRACTOR fails to timely provide and/or satisfactorily
perform any task, deliverable, service, or other work required
either under this Contract; or

.,.,... ...:¡r."

· CONTRACTOR fails to demonstrate a high probability of timely
fulfillment of performance requirements under this Contract, or
of any obligations of this Contract and in either case, fails to
demonstrate convincing progress toward a cure within five (5)
working days (or such longer period as COUNTY may authorize
in writing) after receipt of written notice from COUNTY
specifying such failure.

8.46.2 In the event that COUNTY terminates this Contract in whole or in
part as provided in Sub-section" 8.46.1, COUNTY may procure,
upon such terms and in such manner as COUNTY may deem
appropriate, goods and serVices similar to those so terminated.
CONTRACTOR shall be liable to COUNTY for any and all excess
costs incurred by COUNTY, as determined by COUNTY, for such
similar goods and services. CONTRACTOR shall continue the
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performance of this Contract to the extent not terminated under the
provisions of this sub-section.

8.46.3 Except with respect to defaults of any subcontractor,
CONTRACTOR shall not be liable for any such excess costs of the
type identified in Sub-section 8.46.2 if its failure to perform this
Contract arises out of causes beyond the control and without the
fault or negligence of CONTRACTOR. Such causes may include,
but are not limited to: acts of God or of the public enemy, acts of
COUNTY in either its sovereign or contractual capacity, acts of
Federal or State governments in their sovereign capacities, fires,
floods, epidemics, quarantine restrictions, strikes, freight
embargoes, and unusually severe weather; but in every case, the
failure. to perform must be beyond the control and without the fault
or negligence of CONTRACTOR. If the failure to perform is
caused by the default of a subcontractor, and if such default arises
out of causes beyond the control of both CONTRACTOR and
subcontractor, and without the fault or negligence of either of them,
CONTRACTOR shall not be liable for any such excess costs for
failure to perform, unless the goods or services to be furnished by
the subcontractor were obtainable from other sources insuffcient

time to permit CONTRACTOR to meet the required performance
schedule. As used in this Sub-section 8.46.3, the terms
"subcontractor" and "subcontractors" mean subcontractor(s) at any
tier.

8.46.4 If, after COUNTY has given notice of termination under the
provisions of this Sub-'section 8.46, . it is determined by COUNTY
that CONTRACTOR was not in default under the provisions of this
Sub-section 8.46, or that the default was,excusable under the
provisions of Sub-section 8.46.3, the rights and obligations of the
parties shall be the same as if the notice of termination had been
issued pursuant to Sub-section 8.45 Termination for
Convenience.

8.46.5 In the event COUNTY terminates this Contract in its entirety due to
CONTRACTOR's default as provided in Sub-section 8.46.1,
CONTRACTOR and COUNTY agree that COUNTY wil have
actual damages, which are extremely diffcult to calculate and
impracticable to fix and which will include, but are not limited to,
COUNTY's costs of procurement of replacement services and
costs incurred due to delays in procuring such services. Therefore,
CONTRACTOR and COUNTY agree that COUNTY shall, at its
sole option and in lieu of the provisions of Sub-section 8.46. 2, be
entitled to liquidated damages from CONTRACTOR, pursuant to
California Civil Code Section 1671, in the amount of Five Thousand
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Dollars ($5,000) or 5 percent (5%) of the applicable year's Contract
sum, whichever is less, as equitable compensation to COUNTY for
such actual damages. This amount of liquidated damages shall be
either paid by CONTRACTOR to COUNTY by cash payment upon
demand or, at the sole discretion of the Chief Administrative
Officer, or designee, deducted from any amounts due to
CONTRACTOR by COUNTY, whether under this Contract or
otherwise.

These liquidated damages shall be in addition to any credits, which
. COUNTY is otherwise entitled to under this Contract, and

CONTRACTOR's payment of these liquidated damages shall not in
any way change, or affect the provisions of Sub-section 8.23 -
Indemnification.

8.46.6 The rights and remedies of COUNTY provided in this
Sub-section 8.46 shall not be exclusive and are in addition to any
other rights and remedies provided by law or under this Contract.

8.47 TERMINATION FOR IMPROPER CONSIDERATION

8.47.1 COUNTY may, by written notice to CONTRACTOR, immediately
terminate the right of CONTRACTOR to proceed under this
Contract if it is found that consideration, in any form, was offered or
given by CONTRACTOR, either directly or through an
intermediary, to any COUNTY officer, employee, or agent with the
intent of securing this Contract or securing favorable treatment with
respect to the award, amendment, or extension of this Contract or
the making of any determinations with respect to CONTRACTOR's
performance pursuant to this Contract. -In the- ,event Of such
termination, COUNTY shall be entitled to pursue the same
remedies against CONTRACTOR as it could pursue in the event of
default by CONTRACTOR. .

8.47.2 CONTRACTOR shall immediately report any attempt by a
COUNTY officer or employee to solicit such improper
consideration. The report shall be made either to COUNTY
manager charged with the supervision of the employee or to
COUNTY Auditor-Controller's Employee Fraud Hotline at (800)
544-6861 .-

8.4 7.3 Among other items, such improper consideration may take the
form of cash, discounts, services, the provision of travel or
entertainment, or tangible gifts.
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8.48 TERMINATION FOR INSOLVENCY

8.48.1 COUNTY may terminate this Contract forthwith in the event of the
occurrence of any of the following:

· Insolvency of CONTRACTOR. CONTRACTOR shall be
deemed to be insolvent if it has ceased to pay its debts for at
least sixty (60) days in the ordinary course of business or
cannot pay its debts as they become due, whether or not a
petition has been filed under the Federal Bankruptcy Code and
whether or not CONTRACTOR is insolvent within the meaning
of the Federal Bankruptcy Code;

· The filing of a voluntary or involuntary petition regarding

CONTRACTOR under the Federal Bankruptcy Code;

· The appointment of a Receiver or Trustee for CONTRACTOR;
or

· The execution by CONTRACTOR of a general assignment for
the benefit of creditors.

8.48.2 The rights and .remedies of. COUNTY provided in this
Sub-section 8.48 shall not be exclusive and are in addition to any
other rights and remedies provided by law or under this Contract.

8.49 TERMINATION FOR NON-ADHERENCE OF COUNTY LOBBYIST ORDINANCE

CONTRACTOR, and each COUNTY Lobbyist or COUNTY Lobbying firm as
defined in COUNTY Code Section 2.160.010 retained by CONTRACTOR,
shall fully comply with COUNTY's Lobbyist Ordinance, COUNTY Code
Chapter 2.160. Failure on the part of CONTRACTOR or any COUNTY
Lobbyist or COUNTY Lobbying firm retained by CONTRACTOR to fully
comply with COUNTY's Lobbyist Ordinance shall constitute a material
breach of this Contract, upon which COUNTY may in its sole discretion,
immediately terminate or suspend this Contract.

8.50 TERMINATION FOR NON-ApPROPRIATION OF FUNDS

Notwithstanding any other provision of this Contract, COUNTY shall not be
obligated for CONTRACTOR's performance hereunder or by any provision
of this Contract during any of COUNTY's future fiscal years unless and until
COUNTY's Board of Supervisors appropriates funds for this Contract in
COUNTY's Budget for each such future fiscal year. In the event that funds
are not appropriated for this Contract, then this Contract shall terminate as
of June 30 of the last fiscal year for which funds were appropriated.
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COUNTY shall notify CONTRACTOR in writing of any such non-allocation
of funds at the earliest possible date.

8.51 V AUDITY

If any provision of this Contract or the application thereof to any person or
circumstance is held invalid, the remainder of this Contract and the
application of such provision to other persons or circumstances shall not be
affected thereby.

8.52 WAIVER

. No waiver by COUNTY of any breach of any provision of this Contract shall
constitute a waiver of any other breach or of such provision. Failure of
COUNTY to enforce at any time, or from time to time, any provision of this
Contract shall not be construed as a waiver thereof. The rights and
remedies set forth in this Sub-section 8.52 shall not be exclusive and are in
addition to any other rights and remedies provided by law or under this
Contract.

8.53 WARRANTY AGAINST CONTINGENT FEES

8.53.1 CONTRACTOR warrants that no person or selling agency has
been employed or retained to solicit or secure this Contract upon
any Contract or understanding for a commission, percentage,

brokerage, or contingent fee, excepting bona fide employees or
bona fide established commercial or selling agencies maintained

by CONTRACTOR for the purpose of securing business.

....,. 8.53.2 For breach of this warranty, COUNTY shall have the right.to
terminate this. Contract and, at its sole discretion, deduct from the
Contract price or consideration, or otherwise recover, the full
amount of such commission, percentage, brokerage, or contingent
fee.

8.54 CHILD/ELDER ABUSE/FRAUD REPORTING

8.54.1 CONTRACTOR staff working on this Contract shall comply with
California Penal Code (hereinafter "PC") Section 11164 et seq. and
shall report all known or suspected instances of child abuse to an
appropriate child protective agency, as mandated by these code
sections. CONTRACTOR staff working on this Contract shall
make the report on such abuse, and shall submit all required
information, in accordance with PC Sections 11166 and 11167.

R112106
Page 41 of 44



8.54.2 Child abuse reports shall be made by telephone to the Department

of Children and Family Services hotline at (800) 540-4000 as soon
as practically possible but no later than twenty-four (24) hours.

8.54.3 CONTRACTOR staff working on this Contract shall comply with
California Welfare and Institutions Code (WIC), Section 15600 et
seq. and shall report all known or suspected instances of physical
abuse of elders and dependent adults either to an appropriate
COUNTY adult protective services agency or to a local law
enforcement agency, as mandated by these code sections.
CONTRACTOR staff working on this Contract shall make the
report on such abuse, and shall submit all required information, in
accordance with WIC Sections 15630, 15633 and 15633.5.

8.54.4 CONTRACTOR staff working on this Contract shall also
immediately report all suspected fraud situations to COUNTY
within three (3) business days.

8.54.5 COUNTY shall indemnify, defend, and hold harmless
CONTRACTOR and its officers, directors, employees, agents and
representatives against any and all liability, demands, claims, cost,
losses, . damages, recoveries, settlements, judgments and
expenses (including reasonable attorney's fees and fees and
expenses incurred in enforcing this indemnity provision) incurred

by CONTRACTOR arising from CONTRACTOR's compliance with
this Sub-section 8.54, whether due to CONTRACTOR' passive or
active negligence,'This indemnity shall be applicable to any and all
such claims as described herein that occur during the term of this
Contract, whenever they are made. Each party hereby
acknowledges that the .indemnity expressed in this. section.cwas
negotiated and each was represented by independent legal
counseL.

8.55 CONTRACTOR'S CHARITABLE ACTIVITIES COMPLIANCE

The Supervision of Trustee and Fundraisers for Charitable Purposes Act
regulates entities receiving or raising charitable. contributions. The
"Nonprofit Integrity Act of 2004" (SB 1262, Chapter 919) increased
Charitable Purposes Act requirements. By requiring CONTRACTORs to
complete the certification in Attachment J, the COUNTY seeks' to ensure
that all COUNTY CONTRACTORs which receive or raise charitable

contributions comply with the California law in order to protect the COUNTY
and its taxpayers.

A CONTRACTOR which receives or raises charitable contributions without
complying with its obligations under California law commits a material
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breach subjecting it to . either Contract termination or debarment

proceedings or both (COUNTY Code Chapter 2.202).

8.56 SHRED POLICY

CONTRACTOR shall ensure that all confidential documents/papers, as
defined under State law (including, but not limited to Welfare & Institution
Code Section 10850, 17006) relating to this Contract must be shredded and
not put in trash containers when CONTRACTOR disposes of these
documents/papers. All documents/papers to be shredded are to be placed
in locked or secured container/bin/box and labeled "shred" until they are
destroyed. No confidential documents/papers are to be recycled.

Documents fOr record and retention purposes in accordance with sub-
paragraph 8.39 of this Contract are to be maintained for a period of five (5)
years.

8.57 CONTRACTOR'S OBLIGATIONS As A "BUSINESS ASSOCIATE" UNDER HEALTH
INSURANCE PORTABfLlTY & ACCOUNTABILITY ACT OF 1996 (HIPAA)

The County is subject to the Admiriistrative Simplification requirements of
the Health Insurance Portability and Accountability Act of 1996 (HIPAA).
Under this Gontract, the Contractor provides services to the County and
the Contractor receives, has access to~ and/or creates Protected Health
Information as defined in Exhibit K in order to provide those services. The
County and the Contractor therefore agree to the terms of Exhibit K,
Contractörts Obligations. As a "Business Associate" Under Health
Insurance Portabilty &Accountabilty Act of 1996 (HIPAA).

'.' .,,_8.58 COST-OF-LiVING ADJUSTMENTS.

At the sole discretion of the COUNTY, the contract (hourly, daily,
monthly, etc.) amount may be adjusted annually based on the increase or
decrease in the U.S. Department of Labor, Bureau of Labor Statistics'
Consumer Price Index (CPI) for the Los Angeles-Riverside-Orange

County Area for the most recently published percentage change for the
12-month period preceding the contract anniversary date, which shall be
the effective date for any cost of living adjustment. However, any increase
shall not ... exceed the. general salary movement granted to County
employees as determined by the. Chief Administrative Office as of each.
July 1 for the prior 12-month period. Furthermore, should fiscal

circumstances ultimately prevent the Board from approving any increase
in County.employee salaries, no cost of living adjustments will be granted.
Where the County decides to grant a Cost of Living Adjustment pursuant
to this paragraph for living wage contracts,. it may, in its sole discretion
exclude the cost of labor (including the cost of wages and benefits paid to
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employees providing services under this contract) from the base upon
which a COLA is calculated, unless the contractor can show that his/her
labor cost wil actually increase."

IN WITNESS WHEREOF, the parties by their duly authorized signatures, have caused
this contract to become effective on the day, month, and year first above written.

COUNTY OF LOS ANGELES
CHIEF ADMINISTRATIVE OFFICE

DATE

THE INFORMATION AND REFERRAL
FEDERATION OF THE COUNTY OF
LOS ANGELES, INC. dba 211 LA
COUNTY

By

Typed or Printed

Title

Date

APPROVED AS TO FORM:

RAYMOND G. FORTNER, JR.
COUNTY COUNSEL

By
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STATEMENT OF WORK

1.0 GENERAL

1.1 . Scope of Work

1.1.1 CONTRACTOR shall provide all personnel, materials, supervision and other items or
services necessary to operate a comprehensive 24-hour, seven day a week
specialized multilngual 2-1-1 service including: 1) information and referral (I&R)
service available to all COUNTY residents; 2) an Elder Abuse Hotline, including
Telecommunications Device for the Deaf/Teletypewriter (TDD/TTY) access, through
the use of the dedicated Elder Abuse toll-free number; 3) a link to the Mental Health
(DMH) ACCESS Center; 4) a link to Department of Children and Family Services
(DCFS); 5) Department of Public Health (DPH) specia.lized services; and 6)
Department of Health Services (DHS) specialized services.

1.1.2 CONTRACTOR shall provide all personnel, materials, supervision and other items or
services necessary to operate: 1) an information and referral service specifically for
unincorporated area services, including code enforcement; 2) a Chief Administrative
Office (CAO) Department Emergency Plan (DEP) Hotline; and 3) a Countywide
Emergency Hotline for the public in the case of an emergency.

1.1.3 CONTRACTOR shall have the abilty to provide through 2-1-1 additional dedicated I&R
services and resources as required by special projects and initiatives of the COUNTY.

1.1.4 CONTRACTOR shall also provide and maintain a comprehensive database of
community agencies to be referred to as the Community Resource Information Bank
(CRIB).

1.1.5 CONTRACTOR must perform to the standards set forth in, Technical Exhibit 12.1,
Performance Requirement summary, hereunder.

1.2 Key COUNTY Personnel

County Contract Administrator (CCA)

1.2.1 The COUNTY Chief Administrative Officer shall designate a CCA for purposes of
Contract oversight. The CCA or alternate has full authority to monitor the
CONTRACTOR's performance in the daily operation of this Contract. The CCA shall
establish and facilitate a 2-1-1 Oversight Group consisting of representatives from
involved COUNTY departments. The 2-1-1 Oversight Group shall assist the CCA in
the monitoring and management of this Contract.

1.2.2 The CCA shall provide direction to CONTRACTOR in areas relating to policy,
information, and procedural requirements.

1.2.3 The CCA shall negotiate with CONTRACTOR on changes in service requirements
pursuant to Contract Sub-paragraph 8.5, Change Notices and Amendments, herein

. above.
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1.2.4 The CCA is not authorized to make any changes in the Standard Terms and
Conditions of this Contract and is not authorized to obligate the COUNTY in any way.

1.2.5 The COUNTY will inform the CONTRACTOR of the name, address, and telephone
number of the CCA and alternate, in writing, upon the effective date of this Contract,
and at any time thereafter a change of CCA is made.

1.3 Key CONTRACTOR Personnel

1.3.1 Contract Manaqer

1.3.1.1 CONTRACTOR shall provide a Contract Manager who shall be
responsible for the overall management and coordination of the Contract
and act as liaison with COUNTY. The Contract Manager, or alternate so
designated in writing to act on CONTRACTOR's behalf, shall respond .
within twenty-four (24) hours of verbal notice from COUNTY, excluding
weekends and holidays, and shall be available for meetings with
COUNTY staff within five (5) business days of notification.

1.3.1.2 The Contract Manager or alternate shall have full authority to act for the
CONTRACTOR on all contract matters relating to the daily operation of
the Contract.

1.3.1.3 The Contract Manager and alternate. shall be identified in writing prior to
effective date of the Contract and within five (5) business days after a
change of Contract Manager or alternate is made.

1.3.2 Other CONTRACTOR Staff

1.3.2.1 CONTRACTOR shall provide staff with the professional background,
experience and expertise to provide the work products required in this.
Statement of Work.

1.3.2.2 All CONTRACTOR staff shall be qualified in accordance with all Federal,
State and local laws, ordinances, iegulations and requirements applicable
hereto.

1.3.2.3 CONTRACTOR shall be responsible. for training its staff on cultural
awareness and sensitivity ~see Statement of Work (SOW) Section 3.0,
COUNTY Furnished Items, and SOW Section 4.0, CONTRACTOR
Furnished Items, hereunder~.

1.4 Standards and Quality Control

CONTRACTOR shall establish, .maintain, utilize, monitor and enforce a comprehensive
Standards and Quality Control Plan (Plan) to assure COUNTY of a consistently high level of
product quality and service throughout the term of the Contract for all general I&R services;
the Elder Abuse Hotline; DMH, DCFS, DPH and DHS related-calls; unincorporated area
service calls; the CAO DEP Hotline; and the Countywide Emergency Hotline. The Plan, which
is subject to approval or rejection by COUNTY, shall be submitted to the CCA on the Contract
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Start Date, with revisions submitted to the CCA for approval prior to any amendments to the
Plan. The Plan shall include, but not be limited to the following:

1.4.1 A monitoring system covering all services required by the Contract. The system must

specify the methods for preventing, identifying and correcting deficiencies in the
quality of service performed before the level of performance becomes unacceptable.
The monitoring system must include the following:

1.4.1.1 Specific activities to be monitored;

1.4.1.2 Methods of monitoring to be used;

1.4.1.3 FreqUency of monitoring;

1.4.1.4 Samples of forms to be used in monitoring; and

1.4.1.5 Title/level and qualifications of personnel performing monitoring functions.

1.4.2 CONTRACTOR shall record all 2-1-1 calls as part of its quality control program and
place a message notifying callers that calls may be monitored and recorded.
CONTRACTOR shall maintain an archive of recorded calls for up to one year.

CONTRACTOR shall utilize caller 10 functionality in order to more quickly and
effectively handle crisis and/ or suicide calls that need 9-1-1 response.

1.4.3 CONTRACTOR shall maintain a record of all performance inspections conducted by
the CONTRACTOR, including the corrective action taken, the time a problem is first
identified, a clear description of the problem, and the time elapsed between
identification and completed corrective action. Records shall be provided to the CCA or
their alternate quarterly or more frequently at the option of the CCA.

1.4.4 The method for continuing to provide services to COUNTY in the event of a strike or
other work action of CONTRACTOR's employees, not to exceed monetary amounts of
this Contract pursuant to Contract Section 5, Contract Sum.

1.5 Quality Assurance

1.5.1 CCA or their alternate shall monitor CONTRACTOR'S performance under this
Contract on a quarterly basis, using the quality assurance procedures as defined in
this Contract. (Reference Contract Section 8.16, COUNTY'S Quality Assurance
Plan).

1.5.2 Performance Evaluation Meetings shall be held jointly by CCA (or their alternate) and
the Contract Manager as often as deemed necessary by the CCA. However, if a
Contract Discrepancy Report (COR) (Technical Exhibit 12.2) is issued, at the
discretion of the CCA, a meeting shall be held within five (5) business days, as
mutually agreed, to discuss the problem.

1.5.2.1 The minutes of any Performance Evaluation Meeting shall be prepared by
the CCA or their alternate and signed by the Contract Manager and CCA.
Should the Contract Manager. not concur with the minutes, he/she shall
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submit a written statement to the CCA within ten (10) business days from
the date of receipt of the signed minutes. The Contract Manager's written
statement shall be attached to the CCA's minutes and be a part thereof.
Failure to do so shall result in the acceptance of the minutes as written. If
any dispute is still unresolved, the decision of the CCA will be finaL.

1.5.2.2 Upon advance notice, either the COUNTY or CONTRACTOR may make
an auditory recording of the meeting.

1.5.3 Contract Discrepancy Reports

1.5.3.1 Verbal notification of a contract discrepancy wil be made by the County to
the Contract Manager or designee as soon as possible whenever a
contract discrepancy is identified.

1.5.3.2 The CCA will determine whether a formal CDR stiallbe issued.

1.5.3.3 Upon receipt of a CDR, Contract Manager is required to respond in writing
to the CCA within five (5) business days, acknowledging the reported

discrepancies or presenting contrary evidence. A plan resolving the
problem, including appropriate training requirements and a timetable, for
correction of all deficiencies identified in the CDR shall be submitted to the
CCA in writing within a reasonable time period not to exceed ten (10)
business days unless a different period is agreed to in writing by the CCA.

1.6 Government Observations

Federal, State, and/or COUNTY personnel, in addition to COUNTY contract management
staff; may observe performance activities, or review documents required by this Contract at
any time during normal working hours. However, these personnel may not unreasonably

interfere with CONTRACTOR performance.

1.7 Hours of Operation/Holidays

CONTRACTOR shall provide the services required under the Gontract twenty-four (24) hours
a day, seven (7) days a week or as otherwise specified in this Contract.

2.0 DEFINITIONS

2.1 Acceptable Quality Level (AQL)

Acceptable Quality Level is a measure to express the allowable variance from the Contract
Standard, above which the COUNTY will reject a specific service. The AOL does not imply.
that it is acceptable to vary from the Standard, or that the CONTRACTOR may knowingly
perform in a defective way. The AOL recognizes the fact of unintentional human error; and
that less than Standard performance may sometimes be unintentionaL.
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2.2 Adult Protective Services (APS)

A State-mandated program, which provides investigation, crisis intervention and short-term
case management services on behalf of elder and dependent adults who are victims of abuse,
neglect, financial abuse, abandonment, isolation or abduction, or who are unable to protect
their own interests, and to family members on behalf of the victims.

2.3 BudQet

The Budget provides details of the CONTRACTOR's costs for providing services included in
the Contract. Included in the Budget are the following:

Direct Costs: Payroll, Employee Benefits (Medical, Dental, Life Insurance, etc.), Payroll
Taxes, Insurance (Real, Personal, etc., as required by the Contract), Other Direct Costs
(Computer Hardware and Softare, Telephone System, Equipment Maintenance,.
Space/Facility, Offce Equipment, Supplies, Telephone/Utilities, Advertising costs, Building
Maintenance, Custodial, and other - specified). .

Indirect Costs: General Accounting/Bookkeeping, Management Overhead, and other related
-costs.

2.4 Business Continuity Plan (BCP)

The COUNTY's BCP is a comprehensive plan for restoring the business functions thàt support
critical programs and services after an emergency. The program may become unavailable
due to a major widespread disaster, or a local incident such as a power failure, fire, or some
other problem with the building or the systems that support a program. The BCP describes,
among other things, how programs and functions will be restored following an incident.

'2.5 . California Work Opportunity and Responsibilty. for Kids (CaIWORKs) ProQram

The State's mandated public assistance. program to provide financial assistance and
employment services to families with dependent children.

2.6 Chief Administrative Office (CAO)

Office of Emergency Management (OEM)

The offce within the CAO responsible for overall management of emergency preparedness
matters.

Office of Unincorporated Area Services (UAS)

The offce within the CAO which is responsible for coordinating programs that address
unincorporated area issues by working with the Board, County departments, other local
governmental agencies and local civic organizations and leaders to assess unincorporated
area needs and develop strategies for addressing those needs.
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2.7 Community Resource Advisor (CRA)

The CONTRACTOR employee responsible for answering telephone inquires from the public,
determining the availability of a community resource, and providing the resource information to
the caller or walk-in client.

2.8 Community Resource Information Bank (CRIB)

The resource information system owned by the COUNTY and maintained by CONTRACTOR.
The system consists of listings of public and private agencies and programs to which the
CRAs refer callers for further assistance.

2;9 Department of Children and Family Services (DCFS)

The COUNTY department responsible for providing a comprehen~ive childrens protection
system of prevention, preservation, and permanency.

2.10 Resource Writers

The CONTRACTOR employees (also known as Specialists) who maintain and update the
listing of public and private agencies and programs contained in the CRIB.

2.11 Standard

A minimum requirement set by the COUNTY for CONTRACTOR to perform a service or
activity.

2.12. Transaction

A documented request for service which includes information about the referral that was made
to the caller or walk-in client.

2.13 Types of Telephone Calls

2.13.1 Abuse and Neqlect Calls

Callers who are in an emergent situation or critical state and require immediate
intervention. These calls also typically require some level of follow-up.

2.13.2 Crisis Calls

Callers who are in an emergent situation or critical state. These calls need to be
assessed and often require a referral for crisis intervention. These calls also typically
require some level of follow-up.

2.13.3 Assisted Referral

Callers whose problem or situation requires assistance in referral to an organization.
Assistance may be in the form of linking the caller to a service organization, talking

. with the service organization to arrange for services or participating in conference
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calls with the caller and service provider. These transactions may require follow-up
with the caller and/or the service provider.

2.13.4 Unassisted Referral

Callers who are referred to one or more organizations. These callers are given a
referral and initiate contact on their own. No follow-up is necessary.

2.13.5 Simple Information Request/Explanation

A transaction that provides callers a response/explanation to a simple information

request. This type of call typically includes looking up an address or phone number
or explaining the service eligibilty of a particular program. No follow-up is necessary.

3.0 COUNTY FURNISHED ITEMS

All COUNTY furnished items are provided by the COUNTY for the duration of the Contract only, and
solely for the performance of this Contract. The COUNTY shall provide no materials, equipment,
and/or services necessary to perform information and referral services, except as identified below.

3.1 TraininQ Materials

3;1.1 COUNTY will provide cultural awareness and sensitivity training materials to.
CONTRACTOR staff annually or as needed.

3.1.2 COUNTY will provide Civil Rights training materials to CONTRACTOR staff annually
or as needed.

3.1.3 COUNTY CSS/APS will provide training materials on handling calls that involve Elder
Abuse to CONTRACTOR annually.

3.1.4 COUNTY DMH will provide training materials on handling calls that involve. Mental
Health services to CONTRACTOR staff wil be provided one time a year.

3.1.5 COUNTY DCFS will provide training materials on handling calls that invòlve Child
Abuse to CONTRACTOR staff as appropriate whenever justified by new staffng.

3.1.6 COUNTY CAO/UAS will provide unincorporated area services, including code
enforcement, training materials to CONTRACTOR i:taff as appropriate and wil review
training material to assure relevant,. up-to-date content is provided to CONTRACTOR .
minimally on an annual basis.

3.1.7 COUNTY CAO/OEM will provide emergency management training materials to
CONTRACTOR staff as needed for particular campaigns.

3.2 Additional Materials

3.2.1 . A list of COUNTY observed holidays.
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3.2.2 A supply of Civil Rights Forms, Complaint of Discriminatory Treatment (PA 607) and

Section 21 of Department of Public Social Services (DPSS) Civil Rights Handbook.

3.3 Equipment Purchased by County Durim:i Implementation Phase

The equipment purchased by COUNTY during the. implementation phase of 2-1-1 which
included, but is not limited to, call recording equipment, interactive voice recognition

equipment, computers, and telecommunications equipment and associated softare shall

remain the property of the COUNTY for the duration of the Contract. The COUNTY shall have
the option upon the termination of this Contract to request transfer of all COUNTY equipment
to a location designated by the CCA. Such request shall be made in writing by the COUNTY
and mailed to the CONTRACTOR. CONTRACTOR shall be responsible for the maintenance
of COUNTY equipment and replacement and/or upgrade of COUNTY equipment described
herein.

3.4 COUNTY Department Community Resource Information Bank (CRIB) Access

COUNTY and CONTRACTOR will determine automated mechanisms to transfér weekly
updates to CRIB from CONTRACTOR to COUNTY via the internet. COUNTY will develop
web-based interface to allow COUNTY departments access to the CRIB for purposes of
developing customized directories, reports, and other materials.

4.0 CONTRACTOR FURNISHED ITEMS

CONTRACTOR shall furnish all personnel, equipment and supplies and training (except as provided
by COUNTY¡n Section 3.0 herein above) necessary to perform all services required by this Contract
and wil adhere to all requirements imposed on CONTRACTOR by this Contract.

4.1 . Personnel

CONTRACTOR must have a certification. process,"in place to ensure that bilingual staff are
proficient in oral and/or written communication in English and in the specified non-English
language(s). CONTRACTOR shall provide COUNTY with standards/process used to certify
proficiency of bilingual staff on a quarterly basis.

4.2 Equipment, Supplies and Materials

4.2.1 CONTRACTOR shall furnish all equipment, supplies and materials necessary to
perform all services required by this Contract. This shall include, but not be limited to .
training materials (except those furnished by COUNTY in Section 3.0, COUNTY
Furnished Items), supplies and support material necessary to perform all services. The
CONTRACTOR shall provide üffice related' items . such as computers, printers,
monitors, hardware, software, telephone systems, and instruments, including
telephone messaging capacity, fax machines, photocopy machines, video tape (VHS)
and digital video (DVD) devices, monitors, and other related items necessary to fulfill
the terms of this Contract.
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4.2.2 CONTRACTOR shall be responsible for the maintenance of COUNTY equipment and
replacement and/or upgrade of COUNTY equipment furnished by COUNTY in SOW
Section 3.0, COUNTY Furnished Items, Sub-section 3.3 Equipment Purchased by
County During Implementation Phase.

4.3 Facilties

CONTRACTOR shall provide the necessary facility/facilities and furnishings required to
execute this Contract.

4.4 TraininÇl

4.4.1 CONTRACTOR shall provide training in all aspects of services provided in this
Contract through employee orientation and in-service training for all staff.

--

4,42 CONTRACTOR shall furnish ongoing training for all CONTRACTOR employees in the
following areas:

4.4.2.1
4.4.2.2
4.4.2.3
4.4.2.4

Cultural awareness and diversity
Civil rights .
CAO Departmental Emergency Plan
Countywide Emergency Management

4.4.3 CONTRACTOR shall also provide CONTRACTOR CRAs, database staff and their ,-
supervisors, training in the following areas:

4.43.1
4.43.2
4.4.3.3
4.4.3.4
4.4.3.5
4.4.3.6
4.4.3.7

Information and referral services
Elder and dependent adult abuse
Mental Health services
Child abuse
Public Health campaigns
Health Services referrals
Unincorporated area services, including code enforcement

.4.4.4 Training wil be provided by the CONTRACTOR utilizing COUNTY provided training
materials including written materials and/or videos.

4.5 Posted Materials

CONTRACTOR shall post in its facility, where they are easily accessible to employees, Equal
Employment Opportunity (EEO) ahd the State-approved Non-Discrimination In-Service poster,
Equal Under the Law. CONTRACTOR may obtain EEO notices from:

U.S. Equal Employment Opportunity Commission
255 East Temple Street, 4th Floor
Los Angeles, California 90012

Telephone: (213) 894-1000
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CONTRACTOR is encouraged to voluntarily post in its facility the COUNTY's "Safely
Surrendered Baby Law" poster in a prominent position. COUNTY's Department of Children
and Family Services will supply CONTRACTOR with the poster to be used.

4.6 Telephone ProQramminQ

4.6.1 Land Lines

4.6.1.1

4.6.1.2

4.6.1.3

CONTRACTOR work with the telecommunications providers to provide
programming information to allow 2-1-1 access to all land line telephones,
with the exception of facilties that knowingly block access to 2-1-1 and
other 3-digit dialing codes, within Los Angeles County as of the effective
date of this Contract.

CONTRACTOR shall perform testing of all 2-1-1 equipment, troubleshoot,
and work with telephone service providers to resolve any issue related to
connectivity.

CONTRACTOR shall immediately inform CCA of any issue related to
connectivity which wil impact the abilty of callers to utilize the 2-1-1 dialing
code.

4.6.2 Wireless Lines

4.6.2.1

4.6.2.2

4.6.2.3

4.7 Support Services

CONTRACTOR shall work with COUNTY to resolve any access issues
associated with wireless telephone carriers; Internet-based phone services,
or other methods of potential access to 2-1-1.

CONTRACTOR will work with wireless telephone service providers to get
program access to 2-1-1 and will continue to maintain the toll-free number
(800) 339-6993 for wireless telephone users who cannot access 2-1-1
services.

CONTRACTOR will inform the public through its flyers and other public,
announcements if 2-1-1 cannot be accessed directly that callers should call
2-1-1's toll-free number or visit 2.,1-1 LA County's website.

4.7.1 CONTRACTOR shall be responsible for providing leadership in a series of support
service areas to bring about system-wide improvements in the quality and usefulness
of I&R Service. The support services shall conform to the California Department of
Social Services Divisions 10 and 30 of Policies and Procedures requirements and
shall, in addition, include:

4.7.1.1

R112106

Marketinq Analysis

CONTRACTOR shall assist COUNTY in preparing and implementing
2-1-1 marketing plans and assist in analyzing the impact of all 2-1-1 I&R
marketing. COUNTY shall approve all marketing campaigns associated
with 2-1-1 or specialized I&R programs covered under this Contract.
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4.7.1.2 Traininq

CONTRACTOR shall develop and regularly update training and technical
assistance resources and make these available to participants in the I&R
Federation.

4.7.1.3 Community Planninq

CONTRACTOR shall provide coordination among the specialized and
geographically limited I&R programs throughout the COUNTY by holding
network meetings and providing training sessions on I&R techniques.

4.7.1.4 Recruitment

CONTRACTOR shall make reasonable efforts to establish written
agreements with additional specialized I&R agencies.

4.7.1.5 Monitorinq

CONTRACTOR shall monitor the COUNTY's I&R system and initiate or
advocate changes to fill perceived gaps in services and to eliminate
duplication.

4.8 2-1-1 Information and Referral Services

CONTRACTOR shall provide twenty-four (24) hour, seven (7) day a week, Information and
Referral Services to residents of Los Angeles County through a 2.,1-1 dialing code, toll-free',. -
dedicated phone number, local call exchange, and through the availability of a
Telecommunications Device for the Deaf/Teletypewriter (TDD/TTY) line.

4.9 Elder Abuse Hotline

CONTRACTOR shall provide a twenty-four (24) hour, (7).seven day a week, toll-free Elder
Abuse Hotline with two (2) lines available to the public through the existing 1 (877)477-3646 .
number. TDD/TTY access shall. be provided for callers with hearing. impairments.-
CONTRACTOR shall accept collect calls on another business line from callers who are:.
outside the local toll-free dialing area, and shall have a line available for APS staff to call in for
referrals, messages or information.

4.10 Mental Health Hotline

CONTRACTOR shall provide a link to a twenty-four (24) hour, (7) seven day a week, toll-free
Mental Health ACCESS Center Hotline.

4.11 Child Abuse Hotline

CONTRACTOR shall provide a link to a twenty-four (24) hour, (7) seven day a week, toll-free
hotline number.

4.12 Public Health Specialized Services and Campaiqns

Riiil06
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CONTRACTOR shall provide twenty-four (24) hour, (7) seven day a week Public Health
Campaign information to residents of Los Angeles County through a 2-1-1 dialing code.

4.13 DHS Specialized Services

CONTRACTOR shall provide twenty-four (24) hour, (7) seven day a week Health Services
information to residents of Los Angeles County through a 2-1-1 dialing code.

4.14 . 2-1-1 Unincorporated Community Services

4.14.1 CONTRACTOR shall provide 7:00 am to 7:00 pm, Monday through Friday,
Unincorporated Community Services to unincorporated area residents of Los Angeles
County through a 2-1-1 dialing code.

--

4~ 14.2 CONTRACTOR shall continue to receive calls on code enforcement issues and shall
continue to designate trained Community Resource Advisors to handle these calls. In
addition, callers to 2-1-1 shall be given the option to obtain code enforcement-.-
information through an automated menu system.

4.15 CAO Department Emeraency Plan Hotline

CONTRACTOR shall retain a toll free number so that employees of the CAO shall have the
ability to call that telephone number to access a specialized interactive voice recognition (IVR)
Menu System provided by CONTRACTOR, following a local or regional disaster, to obtain
information on CAO work schedules, work assignments, and work locations.

4.16 Countywide Emeraency Hotline

CONTRACTOR shall provide a twenty-four (24) hour, (7) seven day a week, toll-free
Emergency Hotline that has recorded, menu driven information available to the public through
the existing 1 (800) 980-4990 number. When the Emergency Operations Center (EOC) has
activated an emergency in Los Angeles County, public access shall be provided through the

.., .~" . 2-1-1 dialing code, TDDmy access shall be provided for callers'with hearing impairments.

CONTRACTOR shall accept collect calls on another business line from callers who'are
outside the local toll-free dialing area, and shall have a line available for CAO, Office' of
Emergency Management (OEM) staff to call in for referrals, messages or information.

5.0 SPECIFIC TASKS RELATED TO COUNTY SERVICES

5.1 Information and Referral (I&R) Services

CONTRACTOR shall maintain a comprehensive I&R program which shall be accessible to all
areas of the County of Los Angeles through the 2-1-1 dialing code, local telephone number, or
through a toll-free telephone number.

R112106
- 12 -



The CONTRACTOR shall provide information and referral services to all walk-in clients. The
function of I&R services shall be to provide the entry point for people who do not know where
to turn for help.

To perform its function effectively, CONTRACTOR shall:

5.1.1 Use an Interactive Voice Recoqnition (IVR) Menu System

5.1.1.1 CONTRACTOR shall use an IVR Menu System including menu options to
obtain information and referrals. A language assessment feature shall be
used to determine the language needs of each caller. There must be an
override feature enabling callers to directly access a Community
Resource Advisor (CRA).

5.1.1.2 CONTRACTOR shall develop and maintain a_menu system to allow
callers the option to obtain certain I&R services through an automated
menu system rather than speaking directly with a CRA.

5.1.1.3 CONTRACTOR shall take appropriate measures to ensure the hearing
impaired community using TDDfTTY equipment has access to the 2-1-1
system.

5.1.2- Provide Timely Response to Calls

CONTRACTOR shall provide immediate response to callers and/or walk-in clients.
CONTRACTOR shall staff I&R services at a level which enables immediate
response. Information and referrals shall be provided as courteously and completely;
as possible. 80 percent (80%) of calls shall be answered within one (1) minute of the ..
completion of the initial IVR Menu System options~

5.1.3 Handle Crisis Calls

. ~....~....:"

CONTRACTOR shall have the capability to handle crisis calls. . When crisis calls are
received, they shall be given special handling through the .use of the IVR Menu.
System or other means. CONTRACTOR staff shall provide follow-up, as needed;..
within five (5) business days, on crisis calls. to verify that the crisis has been
satisfactorily addressed by the resource to which the caller was referred. (Refer to
Section 7.3 below).

5.1.4 Provide 24-Hour Availabilty

2-1-1 and general I&R service shall be available to the public twenty-four (24) hours
per day, seven (7) days per week, 365 days per year.

5.1.5 Make Accurate and Appropriate Referrals

CONTRACTOR shall provide quality I&R services and documentation of the
accuracy and appropriateness of referrals and caller satisfaction with services. If
incorrect information is provided or inaccurate referral is made and the caller has

- provided CONTRACTOR with correct information, CONTRACTOR shall correct the
information and/or referral and notify the caller within 24 hours of discovery.
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5.1.6 Serve Callers in Their Own Lanquaqe

5.1.6.1

5.1.6.2

5.1.6.3

5.1.6.4

5;2 Elder Abuse Hotline

In order to provide service to all persons in the COUNTY needing service,
CONTRACTOR shall respond to the needs of the community by placing a
high priority on recruiting and retaining bilingual staff.

CONTRACTOR shall ensure that at least 50 percent (50%) of its direct
service staff are bilngual and shall have the ability to respond to Spanish-
speaking callers on a twenty-four hour, seven days a week basis.

CONTRACTOR shall use the IVR Menu System's language assessment
feature to route calls to CRAs with appropriate language skill sets or as a
means of initiating a link or conference call to a language interpretation
service.

CONTRACTOR shall maintain a TDD/T machine in order to ensure the
hearing impaired have access to I&R services.

CONTRACTOR shall provide and maintain a toll-free hotline through the existing
(877) 477-3646 number. in accordance with the Department of Community and Senior
Services (DCSS) and DPSS policies and procedures (refer to Technical Exhibit 12.4 for Elder
Abuse Hotline Protocols), '"

CONTRACTOR is required to provide services twenty-four (24) hours a day, 7 days a week.
The IVR. Menu System cannot be used in conjunction with this service. CONTRACTOR is .
required to accept collect calls, on another established line, from callers who are outside the
service area.

CONTRACTOR staff shall:

'r..":",,,.,,. 5.2.1 Provide immediate priority response to callers and walk-in clients"

5.2.2. Refer suspecteäcases of elder abuse and dependent adult abuse to DCSS/Adult.
Protective Services (APS) according to established protocols. (Technical Exhibit.

12.4, Elder Abuse Hotline Protocols).

5.2.2.1

5.2.2.2

R112106

Business Hours

Business hours are Monday - Friday from 8:00 am to 5:00 pm. Refer
APS related calls and any calls requiring APS follow-up to the APS
Centralized Intake Unit.

. -

APS Referrals After-Hours

Refer calls requiring APS follow-up to the After-Hours APS Social Worker.
COUNTY DCSS will provide CONTRACTOR with a weekly duty schedule
of After-Hours Social Services staff.
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5.2.3 Refer all calls to APS from persons mandated to report suspected case:: of elder

abuse and dependent adult abuse pursuant to Welfare & Institutions Code (WIG)
Section 15630.

5.2.4 Provide COUNTY APS with a copy of the completed telephone transactions form for
each call received on the Hotline via fax or digitally secured format as requested by
APS.

5.3 Mental Health Referral Services

5.3.1 Mental Health General I&R Services

General Information and Referral services calls should be referred to ACCESS hotline
for appropriate triage if necessary or link to a caseworker. CONTRACTOR shall
handle call transfers from the DMH ACCESS Center for general I&R services not
available or provided through DMH. -

5.3.2 ACCESS Center

5.3.2.1 When referring and connecting calls to the ACCESS Center,
CONTRACTOR will utilze a dedicated number for tracking purposes.
This number shall not be provided to the general public by the
CONTRACTOR. When linking to the ACCESS Center, CONTRACTOR
will complete an APS report if information is provided by caller.

5.3.2.2 ACCESS wil maintain a link to 2-1-1, for tracking purposes only. This
number shall not be provided to the general public by CONTRACTOR.

5.3.3 DMH Crisis Intervention and Referral Hotline

.- --" 7-" 1:-~.

Requests for psychiatric evaluation or psychiatric emergency should be linked to the.
ACCESS Center telephone number for triage and dispatch of Field Response
Operations Teams. ACCESS center determines which team will respond.
CONTRACTOR wil maintain the (800) 854-7771 toll-free, menu-driven number as a
crisis intervention and mental health referraL.

5.3.4 DMH Resources and TraininQ

DMH wil provide CONTRACTOR with updated resources on Emergency Outreach
Bureau/Field Response Operations (EOB/FRO) policies and procedures once a year.
Training on the process for how DMH dispatches and tracks calls based on EOB/FRO
policies and procedures will be provided once a year.

5.4 Children and Family Referral Services

5.4.1 Non-DCFS Referral Calls

DCFS shall transfer all calls that do not involve child abuse and neglect to 2-1-1
through the use of an IVR system.

R1l2106
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5.4.2 General Children and Family I&R Services

5.4.2.1

5.4.2.2

5.4.2.3

CONTRACTOR will maintain a toll-free, menu-driven, public information
number that wil provide the public with a choice of selecting children
and family I & R resource services. The menu option shall be provided
in English and in Spanish.

CONTRACTOR shall handle call transfers from the DCFS Child Abuse
Hotline for general I & R services not available or provided through the
DCFS Child Abuse Hotline.

CONTRACTOR shall follow the appropriate protocols and reporting
requirements for call transfers. Protocols shall include the identification
and transfer of calls from the CONTRACTOR to DCFS and from DCFS
to the CONTRACTOR (Refer to Technical Exhibit 12.5 for DCFS
General I&R Services Protocols).

5.4.3 DCFS Child Abuse Hotline

CONTRACTOR shall provide a link to the toll-free Child Abuse hotline through the
existing 1 (800) 540-4000 number in accordance with DCFS policies and procedures
(Refer to Technical Exhibit 12.5 for Child Protection Hotline Protocols).

CONTRACTOR staff shall:

5.4.3.1

5.43.2

5.4.3.3

,w.,~: ".~.~ .

5.4.3.4

5.4.3.5

R112106

Provide immediate response to callers.

Refer suspected cases of child abuse and neglect to DCFS according to
established protocols. (Refer.to Technical Exhibit 12.5, Child Protection
Hotline Protocols, for established procedures).

Referrals During and-After Business Hours

Refer DCFS related callers and any follow-up calls~requiring DCFS
follow-up to DCFS Child Protection Hotline, 1 (800) 540-4000, twenty-four
(24) hours, seven (7) days a week, including holidays. If information
presented by a caller does involve issues of child abuse, neglect, or
exploitation the CONTRACTOR staff wil establish a three-way call
between the CONTRACTOR, the caller, and Child Protection Hotline by
calling 1 (800) 540-4000. CONTRACTOR is to remain on the line in order
to verify the linkage has been made. CONTRACTOR may assist in
explaining the situation to the DCFS Intake Evaluator.

Refer all calls to DCFS from persons mandated to report suspected child
abuse pursuant to Penal Code 11165.7.

Provide COUNTY. DCFS with a copy of the completed Management
reports for the calls transferred from the DCFS Hotlne, on a monthly
basis.
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5.5 Public Health Specialized Services

CONTRACTOR and the Department of Public Health (DPH) shall meet as needed to plan for
the utilization of 2-1-1 to disseminate information to the public regarding public health issues
and other special programs. CONTRACTOR and DPH shall develop appropriate materials to
assist CRAs in handling the calL. DPH wil meet with CONTRACTOR or CONTRACTOR'S
representatives in advance to provide information on the type and timeline of public health
campaigns and provide information and/or training to CONTRACTOR's staff so that they can
respond to callers appropriately.

5.6 Health Services Information and Referral Services

CONTRACTOR and the Department of Health Services (DHS) shall meet as needed to plan
for the utilization of 2-:1-1 to disseminate information to the public regarding health services
issues and other special programs. If appropriate, CONTRACTOR and DHS shall develop .
appropriate materials to assist CRAs in handling the calls. DHS will meet with CONTRACTOR
or CONTRACTOR'S representatives in advance to provide information on the type and
timeline of campaigns and provide information and/or training to CONTRACTOR's staff so that. . -
they can respond to callers appropriately.

5.7 2-1-1 Unincorporated Community Services

CONTRACTOR shall dedicate specialized CRAs to provide resource/referral services for
residents of the unincorporated communities of Los Angeles County to report potential code
violations, receive information on the enforcement of various COUNTY-enforced codes and
regulations, and receive referrals to the appropriate COUNTY department or other government
agency that provides municipal services to the unincorporated areas. In all cases,
CONTRACTOR shall maintain database records for use in following-up on the outcome of
calls made to 2-1-1 regarding unincorporated. area municipal services and code enforcement.
2-1-1 shall focus on potential violations of COUNTY Code. All calls from the constituents of
the unincorporated area related to municipal services and code enforcement shall be handled
through 2-1-1 as assisted referrals.

5-:7'..1. CONTRACTOR shall provide multilingual services and wil operate between the
hours of 7:00 a.m. to 7:00 p.m., Monday through Friday. 80 percent (80%) of all calls
shall be answered in one (1): minute or less.

COUNTY shall notify CONTRACTOR of any required modifications to this
schedule. CONTRACTOR shall provide extended service, as needed,
within twenty-four (24) hours of COUNTY'S request.

5.7.2 CONTRACTOR shall provide an IVR Menu System between the hours of 7:00 p.m.
and 7:00 a.m., Monday through Friday and all day Saturday and Sunday. The IVR
Menu System shall provide callers with:

5.7.1.1

5.7.2.1 Means to immediately report emergency situations;

5.7.2.2 Abilty to leave their personal data, including name, phone number,
residence zip code (and address if provided), and non-emergent

problem description; and
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5.7.2.3 Information on reporting potential code enforcement violations, locations
of facilities in their area, telephone numbers to report potential code
enforcement violations (during and after business hours), and other
appropriate information.

5.7.3 CONTRACTOR shall have access to necessary referral information maintained by
COUNTY departments and agencies that respond to code enforcement violations
and issues throughout the COUNTY. Detailed information about the programs and
services offered, contact persons, and telephone numbers shall be included.
CONTRACTOR shall compile non-COUNTY agency information which shall include,
but not be limited to, municipal service departments providing code enforcement
within an incorporated city boundary.

5.7.4 CONTRACTOR shall process each call in one of the following manners:

5.7.4.1.
--

Provide assisted referral for the caller to the appropriate COUNTY
department or other appropriate agency;

5.7.4.2. Collect potential code violation and inquiry information and provide
assisted transfer of the cali to the appropriate department; or

5;7.4.3 Collect potential code violation or inquiry information and refer the
information to the appropriate department if the caller does not request
an assisted referraL. ; The caller shall be informed which department will
receive the referral and the caller shall be provided the appropriate

phone number and assigned control number.

5.7.5 CONTRACTOR shall follow-up with a minimum of 10 percent (10%) of the calls
received in order to assess the qualiy of services provided by referral departments.

Control numbers shall be 'assigned to calls for tracking purposes. CONTRACTOR
shall provide COUNTY with a monthly report òf survey (follow-up) calls indicating the
number of callers contacted, the number of callers satisfied with the quality of
services provided by CONTRACTOR, and number of callers satisfied with the quality

',. .ofservices provided by COUNTY.. . ".; ".W'" .

5.7.6 CONTRACTOR shall meet with COUNTY as needed to monitor and oversee calls
handled on code enforcement and other municipal services.

5.7.7 Should the projected volume of calls fail to meet COUNTY expectations, the

COUNTY may require, with 60-Day notification, that the CONTRACTOR enhance
marketing outreach efforts to meet call volume requirements.

5.8 CAD Department EmerQency Plan Hotlne

CONTRACTOR shall have the ability to provide a specialized IVR Menu System for
employees of the CAO following a local or regional disaster in which CAO work schedules,
work assignments, and work locations are subject. to change through a toll free number.
Consistent with the CAO DEP, CAO employees shall have the abilty to call the phone number
following a local or regional disaster, or other event as required by the CAO, and utilize the
IVR Menu System to receive updated information. The COUNTY wil provide CONTRACTOR
with updated information and develop scripts prior to utilzation of the service. COUNTY shall
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designate CAO staff authorized to access the system or request activation of the CAO DEP
feature.

5.9 CountyWide Emerqencv Hotlne

5.9.1 CONTRACTOR wil maintain the toll-free 1 (800) 980-4990, menu driven public
information hotline number that will provide the public with essential information on how
to prepare in advance for disasters and the agencies to contact for assistance when a
disaster occurs. In the event that menu-driven options do not meet the public's need,

the caller will be given the option of callng 2-1-1 to speak with a CRA.

5.9.2. CONTRACTOR will allocate resource personnel and other staff, as needed to maintain
accurate and up-to-date information to allow access to assistance from information
provided to CONTRACTOR by the CAO's Office of Emergency Management (OEM).

5.9.3 COUNTY will provide CONTRACTOR with preparedness information on various types
of hazards for inclusion in the CRIB. In the event of an actual disaster in the County of
Los Angeles, COUNTY OEM wil provide CONTRACTOR with specific public - - -
assistance information materials to be placed on the hotline.

5.9.4 As part of the COUNTY's OEM Emergency Survival Program, CONTRACTOR shall
mail County-provided disaster related information materials to Los Angeles County
residents and others who request copies of such materials at no additional cost to
COUNTY.

5.9.5 Performance under this section 5.9 is not to-exceed $30,000 per year for actual cost,
invoiced on a monthly basis, consistent with the line items shown in Exhibit B. In the -
event of an actual disaster or unforeseen situation requiring an unusual level of
financial trends, the COUNTYwill then indicate to the CONTRACTOR whether or not
the increased level of support can be continued based on COUNTY funded support.

6.0 CONTRACTOR TRAINING REQUIREMENTS

6.1 Staff Orientation/Traininq

CONTRACTOR shall provide orientation and training for all paid and volunteer staff...

6.1.1 On the first day of employment, each CONTRACTOR employee wil
receive a 2-1-1 LA County Personnel and Procedures Manual and a
personnel packet containing information related to employee benefits, as
well as a W-4 and various data collection forms which are to be completed
and returned according to instructions.

6.1.2 New CRAs will receive a minimum of 2 to 3 weeks of intensive orientation,
which wil include the following:

6.1.2.1 Assessment skills.

6.1.2.2 Communication techniques.
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6.1.2.3 Crisis call-handling.

6.1.2.4 Use of all resource system components.

6.1.2.5 Information, including Protocols, concerning programs
associated with DPSS, DCSS/APS, DMH, DCFS, OPH, OHS,
CAO/OUAS. and CAO/OEM, and other involved COUNTY
departments and the Board offices.

6.1.2.6 Proper referral and handling of calls regarding municipal services
in unincorporated areas, including code enforcement calls.

6.1.2.7 In-house procedures, including telephone/TOOmy procedures
and transaction form completion.

6.1.2,8 On-the-job training.

6.1.3 New CRAs will:

6.1.3.1 Observe skilled CONTRACTOR employees taking calls and
have the opportunity to ask questions.

6.1.3.2 .- Assist skilled CRAs in taking calls by locating resources as
req uested..

6.1.3.3 Handle calls under immediate supervision of a trained CRA.

6..1.3.4. Complete. transaction forms on calls taken for review by the
CONTRACTOR.supervisor coordinating the orientation.

6.1.4 New CRAs whowil be working full-time will be assigned to a training unit
following completion of their orientation training. Part-time CRAs will be
assigned and commence work under close CONTRACTOR supervision.

6.1.5 New Resource Writers will receive a data resource system (CRIB)
procedures manual and one,.half to one day of training which will feature:

6.1.5.1 Inclusion criteria for the resource file.

6.1.5.2 Resource call preparation procedures.

6;1.5.3 Resource call protocols.

6.1.5.4 How to write comments sections.

6.1.5.5 How to index an entry.

6.1.5.6 Types of Community Resources.

6.1.5.7 Information Bank (CRIB) entries.
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6.1.6 New Resource Writers will work closely with current CONTRACTOR staff

for the first two weeks of their assignment.

6.1.7 In addition to receiving a resource system (CRIB) procedures manual

(reference 6.1.5 above) new Resource Writers will receive training in all
activities related to maintaining the CRIB, including the following:

6.1.7.1 Coding of information.

6.1.7.2 Preparation of data for entry into the system.

6.1.7.3 Tracking and management of profile forms and related
correspondence.

6.1.7.4 Reviewing and correcting entries prior tq processing.

6.1.7.5 Correspondence with agency/firm directors.

6.1.7.6 Survey procedures.

6.1.7.7 Applicable filing systems.

6.1.8 Other new CONTRACTOR employees will receive training as needed,
from their immediate supervisor and/or other persons designated by the
supervisor.

6.2 . Onqoinq Traininq
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6.2.1 All CONTRACTOR staff shall participate in ongoing training on a
biannual basis, at minimum. Such training shall include case
conferencing with supervisors, educational staff meetings, workshops
and conferences.

6.2,2 CONTRACTOR shall monitor with a minimum of ten percent (10%)-:of .
the Unincorporated Area.calls received per month in order to assess the
quality of eRA training levels.

6.2.3 CONTRACTOR shall monitor a minimum of 2 calls per CRA per week
for all 2-1-1 calls, except for Unincorporated Area calls, in order to
assess the quality of CRA training levels.

6.2.4 CONTRACTOR shall provide a training monitoring report to the CCA or
their designee on a quarterly basis. The report shall include the number
of monthly calls monitored; the number and type of training-related
deficiencies; and the corrective training plan related to those
deficiencies, including the date training was provided to correct the
deficiencies.
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7.0 CONTRACTOR CAll HANDLING AND FOllOW-UP PROTOCOLS

7.1 Provide Information to Callers

Provide explanation to callers by giving detailed information about community services
and/or obtaining background information about the caller. Information given shall be
accurate arid pertinent to the caller's request.

7.2 Handle Abuse and Neqlect Calls

CONTRACTOR shall follow COUNTY protocols for handling abuse and neglect calls
related to elder and dependent adults, children and mental health clients. (Refer to
Technical Exhibits: 12.4 for Elder Abuse Hotline Protocols, 12.6 for Mental Health

Hotline Protocols and 12.9 for Child Abuse Hotline Protocols). CRA shall maintain
contact with the caller and the intervening County departmenl until the crisis has been .
managed to the satisfaction of all parties. These transactions typically involve some
level of follow up.

7.3 Handle Crisis Calls

Conduct an assessment with the caller and directly connect the caller to the
appropriate crisis intervention services as determined on a case-by-case basis. CRA
shall maintain contact with the caller and the intervening County department until the
crisis has been managed to the satisfaction of all parties. These transactions can
involve lengthy assessments and typically involve some level of follow-up.

7.4 Handle Assisted Referrals

Provide assisted referral services to callers by.makinga referral to one or more service
organizations. Due to the nature of thecaller!s problem/situation, the CRA is required
to mediate between the caller and one or more service organizations. Mediation can
involve talking with the service organization to arrange for services, advocating on
behalf of the caller with DPSS, CSS/APS, DMH, DCFS, DPH, DHS, CAO/OUAS or
CAO/OEM -and/or othe¡-Countydepartments by reporting or participating in conference", .",
calls with the caller and service provider. These transactions may require follow-up.
(described in Section 7.9 hereunder). CRAs shall directly inquire and provide assisted
referrals for all calls unless the caller indicates otherwise.

7.5 Handle Unassisted Referrals

Provide a referral to one or more services organizations. The caller is given the
referral(s) and contacts the service/program on his/her own. No follow-up is provided.

7.6 Handle Simple Information Request/Explanation

Provide a response/explanation to a simple information request, including calls
responded to by staff as well as automated access to taped and computerized

information. This type of call typically includes looking up an address or phone
number, or explaining the service eligibility of a particular program. No follow-up is
provided.
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7.7 Handle Call Transfers

CONTRACTOR, CCAand appropriate COUNTY departments shall meet as needed to
develop a. comprehensive integrated call transfer system to address the needs of
COUNTY and CONTRACTOR in providing their respective services. COUNTY shall
determine the feasibility of utilizing appropriate technology to provide for an effcient
and accountable call transfer system including the integration of voice and data in the
transfer process. Development of this system shall be coordinated with similar efforts
for other participating COUNTY departments.

7.8 Provide Callers with Linkaqe to a County or Community Aqency

CONTRACTOR staff shall actively participate in linking callers, when necessary, to
needed service(s) by directly contacting an agency on behalf of the caller. In the case.
of calls related to unincorporated area services, CONTRACTOR staff shall link all calls
to needed service(s) by directly contacting the agency on behalf of the caller. The
methods for linking callers may include:

7.8.1 Setting up a conference calL.

7.8.2 Notifying an organization of forthcoming contact by a caller.

7.8.3 Scheduling an appointment for a caller for the purpose of establishing the
caller's eligibility in obtaining, a needed service.

7.8.4 Assisting the caller in obtaining a needed service when the caller cannot

effectively represent himself/herself.

7.9 Provide Follow-up

CONTRACTOR shall:

7.9.1 Provide follow-up (on referrals with callers whose situation indicate
. follow-up is needed to ensure their service need was met) by attempting
to contact the caller and/or community. agency within five (5) business
days of making the referraL. ...

V.I'

7.9.2 Provide caller-related follow-up bycontacting the caller and/or the

community agency to which a referral was made in order to ascertain
whether the caller has been linked.. with the service and whether
appropriate service has been provided.

7.9.3 If the caller has not linked with the service, CONTRACTOR staff shall

reassess the caller's service need(s) in order to determine whether other
appropriate action should be undertaken to effect linkage.

7.9.4 Provide service-related follow-up on a randomly selected sample, with the

sample size determined by section 12: 1.3.3, of information calls each
month to check the accuracy of the information given, identify service
gaps and update the CRIB. Follow-up for Unincorporated Areas wil be
completed as delineated under section 5.7.5.
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7.10 Complete Documentation of Each Transaction

CONTRACTOR shall complete documentation for each 2-1-1 transaction as follows:

7.10.1

7.10.2

7.10.3

7.10.4

Every 2-1-1 transaction shall be documented in a manner that will allow
CONTRACTOR to produce automated reports on 2-1-1 transactions, as
requested by COUNTY. . At a minimum" and to the extent possible,
information collected on each transaction shall include the data items
listed in Technical Exhibit 12.3, 2-1-1 Documentation Data Fields.

CONTRACTOR shall maintain information in an electronic format that wil
allow the COUNTY to request, in addition to regular statistical reports, ad
hoc reports and available data as needed. R~gular statistical reports,
including a report on monthly call volume, and any other report as
mutually agreed upon by CONTRACTOR and COUNTY.

Either electronically or manually, CRA shall prepare a data form for each
transaction according to CRA standards and procedures established by
CONTRACTOR.

Either electronically or manually, CRA shall prepare a data form for each
follow-up according to CRA standards and procedures established by
CONTRACTOR.

8.0 CONTRACTOR REPORTING PROTOCOLS

8.1. Reports Provided to COUNTY on the Monthly Call Metrics

8.1.1 CONTRACTOR shall provide COUNTY with. monthly reports on the
volume oL2-1.,1 and general I&R calls received on other telephone lines,
no later than 30 days after, the last day of the subject month.

CONTRACTOR shall include in the report the volume call trend for all
prior months including monthly percent changes to the call volume.

8.1.2 In addition to detailed reports of the overall service, CONTRACTOR shall
identify within the monthly report the volume of calls referred, unassisted
and assisted, to the following departments and or the programs
sponsored by these departments or facilities operated by these
departments: DPSS, DCSS, DMH, DCFS, DPH, DHS and CAO.

8.1.3 CONTRACTOR shall maintain uniform reporting formats and maintain
records for 2-1-1 and general I&R services (including, but not limited to
homeless service referrals and resources), Elder Abuse Hotline, DMH,
DCFS, DPH and DHS service. calls, unincorporated area services
including code enforcement, CAO DEP, and Countywide Emergency
Hotline. A written record of complaints shall be maintained, not only for
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the purpose of documentation, evaluation and accountability, but also for
needs assessment, training, and other planning purposes.

8.2 DMH Reportinq Requirements

8.3

R112106

8.2.1 CONTRACTOR shall complete and submit to DMH ACCESS Center, on the
first week of the month, a detaHed report for the proceeding month which
includes:

8.2.1.1. Number of calls received and calls referred to the ACCESS Center.

8.2.1.2 Number of calls referred directly to the (800) 854-7771 Mental
Health Hotline.

8.2.2 CONTRACTOR shall complete and submit monthly ~eports specific to foster
care calls which identify the following information:

8.2~2.1 Address/location of child (e.g. group home/foster care, relative
care/parent's home).

8.2.2.2 Requested services (e.g. mobile crisis response, mental health
referral or consultation).

8.2.2.3 Demographic information on male/female clients.

8.2.2.4 City of residence.

8.2.2.5 Age group of caller: 0 to 5; 6 to 15; 16 to 25 years.

8.2.2.6 Number of monthly calls referred to the ACCESS Center through the
(800) 854-7771 or the ACCESS Center 2-1-1 linking line.

8.2.3 . DMH will provide training to CONTRACTOR for section 8.2.2

DCFS Reportinq Requirements

2-1-1 shall provide DCFS a monthly Management report on the utilization patterns with
its monthly invoice. This report shall include, but may not be limited to:

8.3.1 Information on the number of callers.

8.3.2 Referrals provided.

8.3.3 Referrals made to the Hotline.

8.4 CAG Reportinq Requirements

8.4.1 CONTRACTOR shall maintain information in a format that wil allow the
COUNTY to request, in addition to regular statistical reports, ad hoc reports as
needed. The following information about each call answered under the contract
shall be documented:
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8.4.1.1 Telephone number of caller (if provided).

8.4.1.2 Zip code of caller (if provided).

8.41.3 Address, zip code, and nature of service request or potential code
violation or problem.

8.4.1.4 Department(s) receiving referraL.

8.4.1.5 Type of referral provided (transfer to department, information
provided to caller, report taken, etc.).

8.4.1.6 Language required by caller.

8.4.1.7 . Date, time, and duration of calL.

8.4.1.8 Call urgency (routine, emergency, etc.).

8.4.1.9 Availability to caller (first time call versus call-back due to previous
call answered through the IVR Menu System).

8.4.1.10 Applicability of call (code enforcement call versus other municipal

service calls).

8.4.1.11 Referrals made to non-COUNTY agencies.

8.4.2 CONTRACTOR shall collect and compile the following:

8.4.2.1 Call volume by day of the week in hourly time increments.

8.4.2.2 Call answering time by day of the week in hourly time increments.

8.4.2.3 Call duration;..- .

8.4.2.4. Call abandon rate.

8.4.2.5 Call volume durìng after-hours.

8.4.2.6 System unavailability (downtime).

8.4.3 Summary reports shall be compiled and distributed to the COUNTY on a
monthly, quarterly and annual basis.

9~O CALL VOLUME REQUIREMENTS

9.1 CONTRACTOR shall have the capability of handling 31,250 I & R calls per month for
health and human services as follows:
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9.1.1
9.1.2
9.1.3
9.1.4
9.1.5
9.1.6

DPSS:
Elder Abuse and Dependent Adult Abuse:
DMH:
DCFS:
DPH:
DHS:

25,500 calls per month
2,000 calls per month
1 ,250 calls per month
1,250 calls per month
1 ,250 calls per month

o calls per month

9.2 CONTRACTOR shall have the capability of handling 2,500 I & R calls per month for
unincorporated area services, including code enforcement.

9.3 Deduction for Insufficient Call Volume

CONTRACTOR shall handle a minimum of 250,000 calls per year (July 1 though June
30 unless otherwise specified). CONTRACTOR shall provide COUNTY written
justification within five (5) business days for any projected call volume of less than
250,000 calls per year calculated utilzing monthly report data after 270 days have - _ -
elapsed from the effective date of this Contract. CONTRACTOR shall include with
written justification the method used to calculate the projected call volume. COUNTY
shall review the call volume projection and shall have the option to update the call
volume projection based on more recent call data. COUNTY shall review justification
and if it is determined that the projected call volume of below 250,000 calls per year is
unjustified, COUNTY shall deduct $13.20 per call below the threshold of 250,000 calls
per year. A final accounting shall be made at the end of the term of this Contract and
any adjustment required to reconcile with the final accounting shall be made from the
final monthly payment from COUNTY to CONTRACTOR required under this Contract.

This Sub-section shall not, in any manner, restrict or limit the COUNTY's right to
damages for any breach of this CONTRACT provided by law or as specified in the
Performance Requirements Summary (PRS); and shall not, in any manner, restrict or
limit the COUNTY's right to terminate this CONTRACT as agreed to herein.

9.4 CONTRACTOR to Work with COUNTY on Feasibilitv Studies for Addinq Call Capacity

Within 180 days of the effective date of the Contract, CONTRACTOR, CCA, and
appropriate COUNTY departments shall determine the feasibility of transferring
additional call volume from existing COUNTY programs to CONTRACTOR. The
feasibility study shall include recommendations for the remaining term of the Contract
and for any subsequent new Contract between COUNTY and CONTRACTOR or
extension of this Contract.

10.0 COMMUNITY RESOURCE INFORMATION BANK (CRIB)

10.1 CONTRACTOR shall maintain an effective resource information database. This system
consists of listings of private and public agencies and programs in the County of Los Angeles
and whose services are directed toward the solution of problems relative to health and human
services and unincorporated area services, including, but not limited to public safety and code
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enforcement. COUNTY shall retain qwnership of the intellectual property (data) contained in
the CRIB.

10.1.1 CRIB Database Maintenance

10.1.1.1 CONTRACTOR shall be responsible for maintaining the CRIB in
accordance with criteria described hereunder.

10.1.1.2 Each agency/program listing wil include:

a. Name of agency and type of service provided.

b. Application procedures.

c. Criteria for service eligibilty.

d. Information concerning service availability, including hours, physical
location, and notation if there are waiting lists.

e. Fees or other costs to the client.

f. Facilitating services which are available, such as translation or

transportation.

g. Geographic area served.

h. Source(s) of financial support for the agency/program.

10.1.2 Proqram Indexinq

CONTRACTOR shall indexeacb program using CONTRACTOR Taxonomy.
CONTRACTOR shall provide COUNTY with access to Taxonomy. COUNTY shall
utilize Taxonomy in conjunction with COUNTY provision of CRIB information to
COUNTY departments. . ".'~' .

1 0.1.3 Annual Updates

CONTRACTOR shall perform, at a minimum, an annual update by July 1 st of each
year for each listed agency as follows:

10.1.3.1 At the beginning of the fiscal year a copy of every agency record in the

database shall be sent to the respective agencies for verification and
update. At least three (3) efforts shall be made, if necessary, to ensure
that these records are received by the respective agencies and that

CONTRACTOR -has verified any changes to these records. These efforts
shall include at a minimum:

a. A mailng or electronic mailing to the agency.

b. A follow-up mailing or electronic mailng if the agency does not
respond to the first request.
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c. A follow-up telephone call if the agency does not respond to the
mailing or electronic mailing and/or second request.

10.1.3.2 The date of the mailing(s) and the dates and results of telephone calls will
be documented. If CONTRACTOR is unable to verify the database record
with an agency, it may, at its discretion, delete the entry from the
database and notify the affected COUNTY department(s), except where
the affected COUNTY department is DPSS, no notification is required.

10.1.3.3 For those agencies that respond an updated entry will be completed and

CONTRACTOR wil notify the affected department(s), except where the
affected COUNTY department is DPSS, no notification is required.

10.1.3.4 CONTRACTOR will review and edit entries to ensure that necessary.
changes have been made accurately.

10.1.3.5 Failure to conduct annual reviews of every agency listed in the resource.. -
database will result in a penalty of $25 for each agency that is not
updated. .

10.1.4 AddinQ New AQencies

CONTRACTOR shall add new agencies to the database fie by:

10.1.4.1 Mailng an Agency Profile form and an explanatory letter to newly
identified agencies and.. performing follow-up,' where appropriate, to
ensure return of the completed forms. COUNTY department may submit
to CONTRACTOR an Agency Profile form and documentation on behalf of
an agency to fast-track addition request.

10.1.4.2 Checking the return Agency Profie form for completeness of information,
reviewing any additional materials the agency may have sent, and making
a determination as to the agency's eligibility for listing, in accordance with
Inclusion Criteria as provided in Section 10.3 hereunder.

10.1.4.3 Completing a new CRIB entry.

10.1.4.4 Reviewing and editing new entries to ensure that all information has been
entered accurately.

10.1.4.5 Sending a copy of the new entry to the agency and the affected
department(s) with an explanatory cover letter.

10.1.5 Intermittent ChanQes

CONTRACTOR may be notified of agency changes needed by entities such as, but
not limited to, COUNTY departments, referred members of the public, and the
agency itself. CONTRACTOR shall make intermittent changes in CRIB

. agency/program entries by:
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10.1.5.1 Contacting the agency to verify the identified changes.

10.1.5.2 Completing an updated entry.

10.1.5.3 Reviewing and editing changed entries, as needed, to ensure accuracy.

10.1.5.4 Should CONTRACTOR fail to update an intermittent change, a penalty of
$25 per omitted intermittent change shall be imposed.

10.1.6 Trackinq System

CONTRACTOR shall maintain a tracking system sufficient to ensure appropriate
follow-through on surveys, new entries, and changes and provide to COUNTY within
five (5) business days.

10.1.7 On-Line Access.

CONTRACTOR shall provide the CRA's On-Line Access to the CRIB via computer - _ -
terminals and maintain an adequate hard copy back-up system.

10.1.8 Network Access

COUNTY and CONTRACTOR will determine an automated mechanism to transfer
weekly updates to CRIB from CONTRACTOR to COUNTY in digital form via the
internet within one month of the contract start. CONTRACTOR shall provide the
COUNTY with a digital copy of the CRIB at a minimum once per contract year or as

. requested within 3 business days.

10.1.9 Hard COpy Products. Tape. and Electronic Versions of CRIB

In addition to On-Line Access described in SOW Sub-section 10.1.7, hard copy
products, tape, and electronic versions of the CRIB shall be provided to COUNTY
upon request. COUNTY shall be responsible for providing CRIB access to COUNTY
departments. A hard copy version and an -electronic version of the CRIB shall be
provided at the termination of the Contract.

10.2 Coordinated Network of Information and Referral ProQrams

CONTRACTOR shall develop and maintain effective linkages between CONTRACTORand
the functionally specialized I&R programs in the community. CONTRACTOR's role shall be to
work with the specialized I&R programs that can provide more intensive I&R assistance in
specialized problem areas. CONTRACTOR shall also work to ensure that functionally
specialized I&R programs make appropriate use of CONTRACTOR's comprehensive services.

10.3 Information and Referral Resource File Inclusion Criteria and Referral Procedure

It is the function of CONTRACTOR to provide information about referrals to a broad range of
health and human service and unincorporated area service agencies throughout the County of
Los Angeles. It is the intent that CONTRACTOR employees wil provide as much information
as possible to individuals calling in order that the caller can make an informed decision as to
the best resource(s) available to him or her. While CONTRACTOR employees will seek to
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give the most accurate and appropriate information and/or referrals possible, CONTRACTOR
is not responsible for the quality of service delivered by any agency to which caller is referred.
CONTRACTOR employees should always be sure that they do not put themselves in the
position of recommending a particular agency.

It shall be CONTRACTOR's practice to maintain the CRIB with a comprehensive listing of
resources of agencies and programs whose services are directed toward the solution of
problems.

10.3.1 licensinq

Where licensing standards for a given field of service exist, only those agencies
which meet these standards may be included in the file. These areas include: child
care, residential treatment, board and care homes, group homes, hospitals and
nursing homes/convalescent hospitals. First preference for referral will be given to .
functioning central "clearinghouse" organizations where they exist.

10.3.1.1 It will be the responsibility of DCSS, DMH, DCFS, DPH and DHS to inform. _ -
the CONTRACTOR if a licensed facility is on a federal, State or County
"Do Not Refer" list. Updated lists will be provided to the CONTRACTOR
on a quarterly basis.

10.3.1.2 Where licensing standards are not known to exist, CONTRACTOR wil
use one or more of the following guidelines to establish the validity of the
agency's service:

a. Evidence of an established service site.

b. Demonstrated provision of service for a period of at least six (6)
months.

c. Evidence of community involvement in or oversight of program

(e.g., Board of Directors, advisory committee, etc.).
. . . ,..,~., ':'""-1' ",

10.3.2 Aqencv Validation

CONTRACTOR will use one or more of the following means in the validation process: .,

10.321 Site visit and face-to-face interview.

10.3.2.2 References from clients or affliated professionals.

10.3;2.3 Consultation with other agencies in. the same field of service or
geographic proximity.

,.._ .w.." .._
10.3.2.4 Verification with local law enforcement and/or consumer complaint

agencies. .

10.32.5 Consultation with the appropriate COUNTY department(s) for which

services are being provided under this contract.
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10.3.3 Special Circumstances

When special circumstances exist which are not effectively covered by the preceding
guidelines, a responsible review panel shall be appointed by CONTRACTOR, which
shall include the respective COUNTY department representatives and may include
CONTRACTOR's Board of Directors. The review panel will make a determination
about the appropriateness of inclusion of the agency in the CRIB on an individual
basis.

10.3.4 Aqencies Excluded From the CRIB

For a variety of reasons, including the general availability of publicly funded or low
cost, not-for-profit programs in certain service categories and the difficulty in
identifying a uniform standard of service quality for certaln categories of service, .
CONTRACTORshall not include in its fie:

10.3.4.1 Employment agencies that are fee-based.

10.3.4.2 Mental Health and Counseling agencies which are not established as
public or private non-profit organizations.

10.3.4.3 For-profi outpatient substance abuse counseling programs.

10.3.4.4 Individual practitioners of any type, including individual private providers
or donors.

Contractor shall provide an annual Inclusion/Exclusion Criteria List for approval by
the COUNTY. Requests for exceptions to these evaluation criteria may be submitted
to the COUNTY for COUNTY review. The COUNTY shall have sole discretion in
determining whether to exclude any agency.

10.3.5 Aqencies Included in the CRIB.

For the following types/categories of service providers it wil be CONTRACTOR's
practice to list and refer to specialized referral services and professional associations
which maintain current listings of individual practitioners:

10.3.5.1 Counseling/Psychiatric providers.

10.3.5.2 Medical providers.

10.3.5.3 Dental providers.

10.3.5.4 qLegal providers.

Groups of individual practitioners who have incorporated under another name will be
treated in the same manner as other individual practitioners (reference SOW
Sub-section 10.3.4 above).
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10.3.6 Non-Profit and Profit Aqencies

CONTRACTOR may list both for-profit and non-profit agencies in all service
categories except for those excluded as noted herein, following the validation
process described in SOW Sub-section 10.3.2 above. CONTRACTOR employees
may refer to for-profit agencies if non-profit agencies are not available in a particular
geographic or service area, or if the caller specifically indicates that cost is not a
factor. In all cases, callers will be informed when agencies to which they are referred
are profi-making.

10.3.7 Non Discrimination in Services

No agency which denies service on the basis of color, race, religion, ancestry or
nationality, which proselytizes as a condition of service, or whose service is illegal,
wil be included in CONTRACTOR's resource file.

10.4 CRIB Access and Response to Requests for Information

10.4.1 CONTRACTOR shall provide COUNTY with license to utilize Taxonomy utilzed by
: CONTRACTOR to assist COUNTY in developing an application to provide access of
CRIB data to COUNTY departments for purposes of generating ad-hoc reports,
developing directories, and other materials. There should be no license or fee to
access the CRIB data which is the intellectual propert of the COUNTY. This
arrangement shall minimize the need for. COUNTY departments to request
CONTRACTOR to provide specialized materials. COUNTY departments will.. be
responsible for contacting the CCA prior to making any special request of
CONTRACTOR.

.. However, in no case shalL the CONTRACTOR be expected or required to provide
specialized services to COUNTY departments if:

10.4.1.1 The CONTRACTOR incurs any significant additional costs in providing
such services; and/or

:10.4.1.2 Financial resources and staff time required to fulfill the obligations of this
Contract must be diverted in order to provide the service.

10.4.2 COUNTY and CONTRACTOR shall determine if additional costs of such service are
significant, and whether or not financial resources and staff time must be diverted in
order to provide such enhanced access.

11.0 ADDITIONAL RESPONSIBILITIES ASSOCIATED WITH ONGOING
2-1-10PERATIONSp

11.1 Conciliation/Grievance/State Hearings

CONTRACTOR shall participate in conciliation, grievance, State and other public hearings
upon request of COUNTY, including attendance by CONTRACTOR's staff and providing
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records and documents as necessary. Whenever possible, COUNTY shall provide
CONTRACTOR with at least three (3) business days notice prior to such meetings.

11.2 Pilot Programs

Upon mutual agreement, COUNTY and CONTRACTOR, at no additional cost to COUNTY,
may develop ~Iternative means of providing I&R services.

TECHNICAL EXHIBIT 12.1

PERFORMANCE REQUIREMENTS SUMMARY (PRS)

12.1.1 Introduction

The PRS displays the major services that will be monitored on a quarterly basis during the
term of the Contract. It indicates the required services, the standards for performance, - _ -

maximum deviation from standard before service will be determined unsatisfactory,
COUNTY's preferred method of monitoring, and the . unsatisfactory performance .indicator
which may be assessed if the service is not satisfactorily provided. All complaints/problems
will be forwarded to the CCAs on a flow basis.

All listings of "required service" or "Standard" used in the PRS are intended to be completely
consistent with the main body of this Contract and SOW, and are not meant, in any 'case, to .
create, extend, revise or expand any obligation of CONTRACTOR beyond that defined in the
main body of the Contract and SOW. If any required service or Standard seems to be created
in the PRS which is not clearly and forthrightly set forth in the main body or Statement of Work,
that apparent required service or Standard wil be nulLand void and place no requirement on .
CONTRACTOR and will not be the basis of the assignment of points.

The COUNTY expects a high standard of CONTRACTOR performance for the required
service. CCA or its designee wil work with the CONTRACTOR to help resolve areas of
difficulty brought to the. attention of the CCA by CONTRACTGR before the allowable deviation ..
from the acceptable Standard occurs. However, it is the CONTRACTOR's responsibilty to ..
provide the services set forth in this Contract and summarized in the PRS. This section does
not modify or replace CONTRACTOR's obligation to provide expert professional services to
the COUNTY.

12.1.2 Performance Requirements Summary (PRS) Chart

The Performance Requirements Summary Chart is at the end of this exhibit and:

12.1.2.1 Lists the contract requirements considered most critical to acceptable contract
performance (Column 1 of chart);

12.1.2.2 Denotes the indicators used to determine that the Standards have been met
(Column 2 of chart);

12.1.2.3 Defines the Standard of performance for each required service (Column 3 of chart);
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12.1.2.4 Shows the maximum allowable degree of deviation from perfect performance or
Acceptable Quality Level (AQL) for each required service that is allowed before the
COUNTY assesses penalty amounts and/or points (Column 4 of chart); and

12.1.2.5 Shows the amount of unsatisfactory performance indicator amounts and/or points
that may.be assessed for exceeding the AQL (Column 5 of chart). These indicators
may serve as the baseline for assessing liquidated damages.

12.1.3 Quality Assurance

Each month CONTRACTOR performance will be compared to the contract standards and
acceptable quality levels (AQL's) using the Quality Assurance Monitoring Plan (QAMP).
COUNTY may use a variety of inspection methods to evaluate the CONTRACTOR's
performance, including:

12.1.3.1 Review of Repors, Statistical Record and Files.

12.1.3.2 User Complaints.

12.1.3;3. Random Sampling (which is a standardized. method for monitoring product (output)
. quality wherein all products within a lot (batch) stand a statistically equal chance of

being selected for inspection). For random sample tables/methods to be used by
COUNTY, refer to book entitled Handbooks Samplinq for Auditinq and Accountinq
(2nd Edition) by Herbert Arkin.

12.1.3.4 Site visits.

12.1.4 Contract Discrepancy Report (COR)

. - ..::.,,...,.~

Performance of a listed service is considered acceptable when the number of discrepancies
found during contract monitoring procedures does not exceed the number of discrepancies
allowed by the AQL. When the performance is unacceptable, the CONTRACTOR may.. be
required to respond to a Contract Discrepancy Report (COR), Technical Exhibit 122, asfollows: . . - '0.'
12.1.4.1 Verbal notification of a contract discrepancy will be made to the Contract Manager or

alternate as soon as possible whenever a contract discrepancy is identified. When
possible, the problem shall be immediately resolved by the Contract Manager. The
CCA wil determine whether a COR will be issued.

12.1.4.2 If a COR is issued, it will be mailed or hand carried,atCCA'sdiscretion, to the

Contract Manager or alternate.

12.1.4.3 Upon receipt of a COR, the CONTRACTOR is required to respond in writing to the
CCA within five (5) business days acknowledging . the reported discrepancies,

presenting contrary evidence or providing explanation for the questioned action. A
program for immediate corrective action of all failures of performance identified in the
COR shall be presented to COUNTY within ten (10) business days.

12.1.4.4 The CCA will evaluate the CONTRACTOR's explanation on the COR and if the CCA
determines that the unsatisfactory performance was. caused by circumstances
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beyond the CONTRACTOR's control and without fault or negligence by
CONTRACTOR, the CCA may decline to count such point(s) as unsatisfactory
performance for the month.

12.1.5 Criteria for Acceptable or Unacceptable Performance

Determination of the number of defects that renders a service unsatisfactory:

12.1.5.1 The sample is selected at random so that it wil be representative of the entire
population. The sample is compared to the standard and conclusions are made
about CONTRACTOR performance for the whole group. The random sampling plan
includes the following information:

Acceptable Quality Level (AQL) - The maximum percent or units of defects that can.
be accepted and stil meet the contract Standard for satisfactory performance;

Lot Size - The total number of unit or services to be provided;

Sample Size - The number of units to be checked in a given time period; and

Acceptance/Rejection Numbers - the numbers which indicate whether the lot is
acceptable or unacceptable.

12.1.5.2 The AQL for each sampling is taken from the PRS. The lot size is determined by
estimating how often CONTRACTOR wil provide a service during the sample period.
To ensure each service has an equal chance of being selected, a random number
table or any other randomizer tool is used to. determine the sample.

12~1.5.3 The Unsatisfactory Performance Indicator (UPI) points assessed from the sample
size shall be applied to the lot size. For example, a sample size of 100 selected.from
a lot size of 1,000, with an AOL of. 10 percent (10%), allows for 10 acceptable

discrepancies. If 12 discrepancies are found, the entire lot is considered

unsatisfactory. For example, if 5 points per incident are to be assessed, the following
. ," formula is used:

o 12 + 100 (sample size) = 12%

o 12% -10% = 2% over the AOL
o 12% x 1,000 (lot size) = 120 (# of unacceptable discrepancies)
o 120 x 5 (UPI Points) = 600

12.1.5.4 When services are determined to be unsatisfactorily performed in the time stipulated,
COUNTY may stil desire. the service be properly performed prior to the next
scheduled performance review.

12.1.6 Remedy of Defects

Notwithstanding a finding of unsatisfactory service and assessment of UPI, CONTRACTOR
. must, within a time period specified by COUNTY, remedy any and all defects in the provision
of CONTRACTOR's services and, as deemed necessary by the CCA, perform such services
again at an acceptable leveL.
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12.1.7 Unsatisfactory Penormance Remedies

When CONTRACTOR performance does not conform to the requirements of the contract,
COUNTY shall have the right to apply the following nonperformance remedies:

12.1.7.1 Require CONTRACTOR to implement a formal corrective action plan, subject to
approval by COUNTY. In the plan, CONTRACTOR must include reasons for the
unacceptable performance, specific steps to return performance to an acceptable
level, and monitoring methods to prevent recurrence.

12.1.7.2 Assess penalty amounts and/or points for each UPI points per month that exceeds
the allowable AQL

12.1.7.3 Suspend or cancel the Contract for systematic, deliberate misrepresentations or in
the event the total UPI points exceed one thousand (1,000) points in anyone
calendar month..

This does not preclude COUNTY's right to terminate the Contract upon thirty (30)
days written notice with or without cause, as provided for in Contract Section 8.45,
Termination for Convenience of COUNTY, herein above.

12.1.7.4 Failure of CONTRACTOR to comply with or satisfy the request(s) for improvement of
performance or to perform the neglected work specified within five (5) business days
shall constitute. authorization for COUNTY to have the service(s) performed by
others. The entire cost of such work performed' by others as a consequence of

CONTRACTOR's failure to perform said service(s); as determined by COUNTY, shall
be credited to COUNTY on CONTRACTOR's future invoice.
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TECHNICAL EXHIBIT 12.2
CONTRACT DISCREPANCY REPORT

TO:

FROM:

DATES:

Prepared:
Returned by Contractor:
Action Completed:

DISCREPANCY PROBLEMS:

Signature of CCA Date
CONTRACTOR RESPONSE (Cause and Corrective Action):

Signature of CCA Date
COUNTY EVALUATION OF CONTRACTOR RESPONSE:

Signature of CCA
COUNTY ACTIONS:

Date

CONTRACTOR NOTIFIED OF ACTION:

CCA's Signature and Date

Contract Representative's Signature and Date
R112106
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TECHNICAL EXHIBIT 12.3
2111&R DOCUMENTATION DATA FIELDS

Data Elements to be Collected

Preferred Language

I&R by program: DPSS, DCSS, DMH, DCFS, DPH, DHS and Unincorporated Area
Services by program, including code enforcement

Additional Elements may be Gathered for these Calls

City of Origin

Zip Code

First time 2-1-1 Caller or Repeat Caller

Source of Referral to 2-1-1

Calls from Service Providers

Subject(s)/Topic(s) of Request

Date of Request

Type of Referral Provided

Agency/Organization Referred

Name and Phone Number (for surveyor follow-up)

Medi-Cal or indigent

Male or female

Child, Adult or Older Adult Age Categories

Specialty Language or Request for Interpreter

R112106
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ELDER ABUSE HOTLINE PROTOCOLS

Los Angeles County Department of Public Social Services (DPSS) contracts with 211
LA County to provide a 24-hour toll-free hotline to facilitate the reporting of elder (66 and
older) and dependent adults (18-64) in abusive and endangering situations. Although
the hotline has been advertised as the Elder Abuse Hotline, it is currently transitioning to
4-R-Seniors Hotline. However, all reports of dependent adult (18 years or older) abuse
or self-neglect will be referred to Los Angeles County Community and Senior Services
(CSS) Adult Protective Services (APS) for investigation and intervention. Dependent
adults include persons who are physically or mentally impaired, in extremely poor
health, who may become endangered by their own inabilty to act or by another's
actions or refusal to act.

Calls to the Elder Abuse Hotline (800) 992-1660 or 4-R Seniors Hotline (877) 477-3646
/ (collect calls are acceptable from out of state) are designated on the telephone display

as "Elder Abuse" or "4-R Seniors". These calls are routed through split three and take
priority over 211 LA County calls. Elder abuse situations on 211 LA County lines wil be
handled by the advisor who receives the call (they should not be referred or transferred
to the Elder Abuse Hotlne).

Once it is determined that the inquirer meets the eligibility for APS services; it is
important to assess if the call is emergent or non-emergent using the following

guidelines. If it is difficult to determine, consult with a supervisor.

LIFE-THREATENING/EMERGENT SITUATIONS REQUIRING LINKAGE TO APS OR AN
OMBUDSMAN PROGRAM

Callers in imminent danger should be referred to, or connected to 911 in order to
receive Fire, Paramedic, Police or Sheriff Services. It is normally 211 LA County's
protocol to ascertain whether a caller is capable of dialing 911, and if so, ask him/her do
so. This course of action will.result in a more rapid'.response from emergency services.
However, advisors must remain cognizant that Hotline callers may be older and possibly
confused. Therefore, extra assessment may be required to determine if the caller .can
indeed call 911. If possible, the advisor should get the inquirer's name and phone
number. This wil allow for immediate follow-up to ensure that the inquirer did connect
with emergency services and for reporting the situation to APS or Ombudsman.

As always, our first priority is the inquirer's safety L1FE-THREATENING/ EMERGENT
situations include, but are not limited to those in which the inquirer is reported to be:

~ Unconscious, immobilized, or in severe pain and in need of immediate medical
attention or hospitalization

~ Tied, chained, locked up or otherwise physically restrained or
confined

~ Severely malnourished or dehydrated

~ Exposed to a life-threatening health or safety hazard and/or

~ Physically or sexually assaulted
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NON-EMERGENT SITUATIONS REQUIRING LINKAGE TO APS

Inquirers in need of APS services are referred to the APS Centralized Intake Unit (CIU).
Situations in which APS intervention is required include, but are not limited to, those in
which the inquirer is reported to be: .

~ Threatened with imminent eviction due to inability to manage finances.

~ Threatened with imminent and serious financial loss due to exploitation by
another or inability to handle finances.

~ Deprived of adequate food or clothing.

~ Unable to obtain or utilize needed medical or psychiatric care.

~ Living in conditions, which present a serious chronic or health or safety
hazard.

~ Subjected to threats, harassment, or other forms of psychological abuse.

~ Negleqted by others or neglecting self.

HANDLING ELDER ABUSE HOTLINE CALLS MONDAY THROUGH FRIDAY 8 A.M. TO
5P.M.

Once you have made an assessment and have determined that the call is an
appropriate APS call and either emergent or non-emergent you wil need to determine
how to handle the calL.

EMERGENT calls should be handled as follows:

~ ALL EMERGENT calls must be calledcinto APS CIU supervisor or back up.

~ If you do not reach anyone at APS CIU note that on the transaction and fax (APS
fax number is programmed on the 211 LA County fax machine) the report
immediately.

~ If you are unable to determine if the call is emergent, please consult with a
supervisor.

NON-EMERGENT calls should be handled as follows:

~ All non-emerqent calls should be faxed immediately before answerinq another call.

~ Mandated reporters calling Monday through Friday, 8:00 a.m. to 5:00 p.m., may
fax all reports to APS CIU at (213) 738-6485. However, if a mandated reporter
insists on making a verbal report, advisors must accept the report and process
accordingly. Mandated reporters are then instructed to mail the original report to

Community and Senior Services Adult Protective Services, 3333 Wilshire Blvd.,
Suite 400, Los Angeles, CA 90010.
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HANDLING ELDER ABUSE HOTLINE CALLS AFTER HOURS, WEEKENDS AND
HOLIDAYS

Calls received Monday through Friday, 5:00 p.m. to 8:00 a.m., weekends and holidays
are handled differently. All reportable calls of abuse regardless of the type of abuse
must be verbally reported to an APS after hour duty worker. The schedule of APS after
hour duty workers can be found in the APS handbook. Mandated reporters callng after
hours do not fax their reports to APS CIU. We are required to accept their reports
verbally. After verbally reporting, mandated reporters are instructed to mail their writtenreport to APS CIU. -
Once you have determined the call. is reportable and have. completed the report you

. need to do the followinq:

~ Refer to the APS after hour duty worker schedule. The schedule will determine
whom to contact for your report.

~ Whe.n reporting give worker the pertinent information and your transaction
number. The worker will contact the caller if necessary.

~ In call notes, document the worker's name and time contact was made.. .
CONSULTATION WITH. APS IN NON-LIFE THREATENING/NON-EMERGENT

. SITUATION - NIGHTS WEEKENDS-AND HOLIDAYS.

APS after hour duty workers are available weekdays from 5:00 p.m. to 8:00 a.m., on
. weekends, and holidays. They provide telephone intervention in the follówing situations:

~ . .When advocacy is.- required~. If -a.211 LA County advisor feels strongly that .
emergency services such as police, paramedics; etc. are required, but the
appropriate authorities have not responded, the advisor may request the APS duty
worker to intervene. The APS duty worker wil determine if emergency service
intervention is necessary and assist with advocacy.

~ When consultation is needed. An advisor may feel there's nothing further to be
done for a caller, but may want to validate his/her perceptions by discussing the
situation with the APS duty worker. Or, the advisor may be having a very difficult.
time communicating with a caller who is confused or otherwise incoherent and
feeling that a second opinion regarding what is happening would be helpfuL.

~ When an inquirer needs immediate help mobilzinq his/her own resources'.. For
example, an inquirer may' have relatives or friends who need to be contacted on
his/her behalf. The APS duty worker will make these calls.

~ To assist potential perpetrators: When a potential perpetrator who has abused or
is feeling s/he is about to abuse an elderly or dependent adult and needs to
diffuse their feelings but is not ready to make a report. The APS duty worker is

R112106
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available to talk to the caller. It is appropriate to discuss the situation with the
APS duty worker and, with their permission, transfer the calL.

~ When a mandated reporter wishes to consult with APS.

~ When a caller is insistent. If a caller insists that we accept a report that does not
meet the elder abuse hotline protocol you should always link the caller with the
APS duty worker. It is not necessary to challenge a caller. whá does not
understand why the report is inappropriate. The APS duty ,"orker wil determine
the outcome of the calL.

The APS duty workers need to be contacted based on the after-hours schedule. If there
is no answer, call the pager number. If there is no response within fifteen minutes

document lack of response on report and call the back-up duty worker. There may be
occasional calls when it is not safe or feasible for the inquirer to wait for a call back. In
these situations, the advisor should keep the. caller on the line; if neither of the duty
workers are available again document the lack of response on the report and contaçt
the supervisor.

... .. If the supervisor is not available, advisors should contacfthè after hours coordinator. It
.... is anticipated that these instances wil be e.xtremely rare. The phone numbers listed for

the duty workers,. supervisors, and administrative staff, are home telephone numbers.
that are confidential for 211 LA County advisors use only. If an APS duty worker

. requests the phone number for any other APS' staff, the advisor must get permission
... from the APS staff person before releasing the phone number. (NEVER GIVE

INQUIRERS THE NUMBERS LISTED ON THE AFTER-HOURS SCHEDULE)
i . '., ..."lõ.'i£." .

LINKAGES TO OMBUDSMAN PROGRAMS. .
. . ,.. ..Callers who want to report abuse of a depend.ent or elderly person who resides in a

. licensed long-term care facility should be referred to the LONG-TERM CARE
OMBUDSMAN PROGRAM. This is the agency that is mandated by the State to respond
to complaints of suspected abuse that occur in any type of licensed long-term care

, . ., fa cilty .

Whenever possible. it is best to link the caller directly with.the Lonq-Term Care Ombudsman
aqency. If this is not possible, advisors must do a thorouqh assessment so that they will be able
to describe the situation to Ombudsman representative. Be sure to qet the name. address. city.

....... .. and the phone number of the facility beinq reported. Information of the person who is alleqedly
beinq abused. and the name of the perpetrator must be documented in the APS call notes.

Ombudsman agencies are listed in PRISM under Long-Term Care Ombudsman. While
. there are a. number of local offices that provide various services, all calls should be

.. . referred only to (800) 334-9473.
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The administration offce takes the report and ensures that action is initiated. Only calls
that relate to situations outside Los Angeles County should be made to the Crisis Line,
which is located in Sacramento.

Los Angeles County Ombudsman: (800) 334-9473 (all areas)

Crisis Line: (800) 231-4024 (areas outside of LA County)

SPANISH/OTHER LANGUAGES CALLS

Advisors who receive a call in a lanquaqe in which s/he is not proficient. need to. request
assistance from a co-worker who can handle the calL. If no one is present with that lanquaqe
capabilty. consult with a supervisor. As a last resort. use the Lanquaqe Line. Calls should
NEVER be transferred to the Spanish split.

HANDLING FOLLOW-UP CALLS ON PREVIOUS APSREPORTS
-.:-

For follow-up information on previous reports callers may contact APS CIU supervisor
or back up. In cases where the inquirer's situation has .changed or there .isa new
reporting part, a new report must be generated an(j processed as a completely new.

repqit If available, please indicate on the. new report the date of the original report and.
transElction number for reference. .

,. " REÒÛESTFOR SPEAKERS OR L1TERÄtURE. ,
l ::';'. ..

Callers requesting elder abuse literature :ör a,n APS pàcket of reporting formš.should
be referred to the California Department.of Justice at (916) 371-1974. To obtain any
single forms contact Los Angeles Counfy Area Agency on Aging at (800) 510;.2020.
Calle(s requesting speakers or trainers on elder abuse issues contact the APS;,training .
coord.inator at (213) 639-6370.

REQUEST FOR I & R

If a-. call is received on the Elder Abu8H Hotline, which is inappropriate, the: caller
should be given information regarding the 211 LA County number. .It is anticipated
that: some calls,' which come in. on the' Elder Abuse. Hotline; wil concern elders or
depehdent adults, but will not actually involve abuse or neglect. Such calls would not
be referred to APS. The advisor should then make the appropriate referrals to various
resources in the community even though they are not APS related.
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CHILD PROTECTION HOTLINE & COUNTY 211:
INFORMATION & REFERRAL CALLS

All Los Angeles County reports of alleged child abuse, neglect, and/or exploitation are
generated by callng the DCFS Child Protection Hotline at 1 (800) 540-4000. In addition
to these reports, the Child Protection Hotline receives calls from the general public

seeking various types of information not related to reporting child abuse, neglect, or
exploitation. These requests normally include requests for information regarding and/or

referral to various community resources including child care, legal guardianship

assistance, parenting classes, counseling, and/orfoster care licensing. In addition, the
Child Protection Hotline receives calls from mandated reporters . requesting Suspect
/Child Abuse Report forms. .

PROCEDURES
The Child Protection Hotline is in operation 24 hours per day, seven days per week and
is rêached by dialing 1 (800) 540-4000. Callers to the Child Protection Hotline are
greeted by..the Child Protection Hotline's Interactive Voice Recognition (IVR) system.
This system provides callers with a menu of automated options, prompting callers to

. press "5" if they are seeking information and referral services. By pressing "5" on their
telephone keypad, callers are seamlesslytransferred to County 211 by the IVR system.

Upon transfer from the Child Protection Hotline IVR system to County 211, traiiied211
operators are to answer and screen each call per the following protocols:

A. When: Information presented by a caller does not involve issues of child abuse,
neglect, or exploitation*

Who
211 Operator

Action
Provide callers with requested inforiatioñ;~àrid/or referrals

I

f:

B. When: Information presented by a caller does- involve issues of child abuse,
neglect, or exploitation*

Who Action
211 Operator . Establish a three-way call between the 211 Operator, the caller,

and the Child Protection Hotline by callng (800) 540-4000.
211 Operator Remain on the line in order to verify that linkage has been made

. between the caller and a Child Protection Hotline i nfake
Evaluator. .'.0.

211 Operator Assist in explaining the situation to the Intake Evaluator' if
necessary.

Rl12106
- 55 -



CHILD PROTECTION HOTLINE & COUNTY 211: INFORMATION & REFERRAL
CALLS (continued)

C. When: Information presented by a caller involves issues of child abuse, neglect,
or exploitation but the caller refuses to participate in filing a child abuse report*

Who Action
211 Operator Contact the Child Protection Hotline by callng 1 (800) 540-4000

and file a suspected child abuse report.

D. When: Caller requests Suspected Child Abuse Report forms

Who
211 Operator

Action
(213) 639- 4499 OR (213) 639-4870

*The Child Protection Hotlne has provided mandated reporter training, to County. 211

op era tors.

REQUIRED MANAGEMENT REPORTS

211 shall provide DCFS with a monthly managêment report addressing utilzation
'patterns with its monthly invoice. This report shall include, but may not be limited to:

· Numbérofcalls that were transferred from the Child Protection Hotline to 211 -:¡
. Referrals provided

. Referrals made to Hotline.

t ~
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Ø05'0~502~i 4)

CIDLD PROTECTION BOTLINE (Cpa):
BASIC RESPONSIBILITIE

DATE OF ISUE: B/20l02

APPLICALE TO: cpa (~ldtends SOcJal Wotk~ (CSWs) am Th.eÎ
Supetšìñg Childt. s Socíal Wörkëf (SCSWs)

LEGAl BAst: State Regulation-Dvision 31 ~1 00

REA.TED POLICY REEASE(S)~ Procedural Guidlllll(JØ~52S.14), Inrstate Coinpacton th
llacen:l~lït fJf C:lÙldr (ICPC)
Froeedural Guide Ø~SO-5Ql ,15. Crs-R¡;"lg
Reons.ibilitie!i Wh~ a R~ort QfNew AlegQ:ng is
Receved at tl Chd Protetion HotIe .
Procedural Guide 000..5&3.15. C.hdProtectÌon Hotñe
(CPR): Derel' Respe iin
lr()eduralGulde 00U-5i3.iØ, Cb:Ud Protectio. H~
(CPR): Claifiatin GfAJle-gatiw...

Procedural Gnidt! 0650-503.75; C1iild Proction H~
(CPR): Requets fo Emereny Meical Conset
Pro£ednnù Guide Of0~504.oS, Referl ASS~"tt Crìteria
Proedlirai.Guidc iøDQ~-5l)4.'j5. Iuter~Comlty Tra.ll.. (ieT)D~n1atiQn '

NON~WS!C1\lS FORi.¥'1(S): . CSWliQInm.tlon/Cönsultaûon Can
SUM Riponse l'øoso Neglt-et Trec-, J,h:ymal .i\luise Ttoo.
Sêi.'úl Abus Trêèi'EJÏtionàl Abusë Tree and Üiretaker
Abseue~Vlld:ty 'Free

C'V'SlCMS FORM(S):

SUPR&EDESM~ CAi~CF..

Emerncy Repo' Document
Screener Nartive
SS 8S12;Šuspecd Chd Abuse Reptlit (SCAR)

Pr-oeedii..ai Guide 005Ó-5Ð:UÖ, Cld 'Protèc-tiòn Hotjiiè .
(CPR); Bas.ìi: Respomil1iie dare Ai.gut 27. 2002

An requests for child protootive s-emces on new or ~tingcases ar diected to the

Child Protetion Hodiire (CPR) for initial assessID.enl These referrls ul'volve allegations
of susected child abuse. neglect andor exploitation and may be received telephonically,

in ",Titin or in-person. The CPR alQ provides brief consultation to theplUc on child
abuse issu and referrls aud, when appropriat, to resources other than DCFS. In

addion) the CPR is responsb1e for diectig requests fur mter-county. transfer (lC:~Ts)
and Intersta Compact for the PI~enl of Chilren (ICPC) serices to the Ol1t-nf-
County 8ervices Unit. TIie CPR also reives reqiæts for after hours emergenc)'
medical consen f-or chin aD.d foUows the procedures define in Protedw:al Gude
0050-503.75" CPR: Reqn.ests.fr Emerency Medical C..iisent.

0050~50i.lU (Rev 11/(2)
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Although the C.PH recives the majorty of its refèrMS from agencies and persoiis outside
ofDCFS,. any employee ofDCFS who~ win the scope of his/he employmen obseres
or receives a repor of a~ neglect i caregiver absenceincapcity or exloitation ú:nm a
.sour ùthr than tiie CPR. shal1 contact the CPR to mae a refeal

The ePH operte 24 honrs a day, seven days a. week aDd can be reached at the fQllowing
telephone mimbers: 1 (800) 540-000 n,ritbin Caifomia~ 1 (213) 639~4500 outside of
Califoria. 1 (800) 272-6699 TDD.

A. \VHN: TIl CPR CRTES A REFERo\

'WiO
.....m'_.~_h_.. ..,.~. .

HOW

CPR CS'V 1. Complete th Client NotebooK for all:

a) adult members nfthe household

b) absent parents

c) cliJldren in tt family, includin,. if apopriate ti..d
available. the name an address ofthc.sd1Uul

d) idetified peretratrs.

2. Complete the Sc-reeer Narve.

a) Describe the incident.

. b) Doen.meut the fullo\Wg facto:

· da and tUiie of incident
"'-'

· wherut of all par"e involved

. the severty and frquency oftbe precipitàting

incident

. loction anddeciiptïonofinjul'You the clld~s

b()dy

. history ofâlegatons for aU household mebe

. age offue ëlild! viëtis)~. '\ .

. vulnerabilty; spcial ciumst3n.ces.behavior of

the. cbidlviètll(s)

000-502.10 (Rev 1 V(2)
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b 'V
WHO HOW

CPR CSW . the chiJdlvictim(sy interaction with caregiver;

. siblings an peers

· the caegivers' abilty to protect and care forchildren .
· the caregivers' interactions \\iith ö1ers

.. the caregivers' parenting skills an menta heatli

issues

. the caegivers'hísk;iry of substoc-c abuse

domsti vIolenc. and/or crimiiw behaM

. the ñunily's. support systems

.. presce Qf a parent susttute

. suspected peretrator(s) ideíity

.. infoation frm cQlIaterat contacts

., v\linesses to the incdent

. histry OfprIOl' reprts on the fan;uly by the Sßiiie

repùrt~

. envirol1Ineirtal conditions

.. fanrly stngt and support .systems.

3. Create separae æferrs for separate f:alies.

B. "'HEN: REPORTS OF SUSYECTED CHILD ABUSE, NEGLECT; OR
EXPLQrrATlON AR RECEI AT THE CPU

WHO flOW

CPHCSW 1. Detenn1iie the cae stats of fuechlld(ren) by seachilig.. .
the CWS/CMS dataase:

2. Create a new refe: when:

OOS()5021Q (Rv i U(2)
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WHO HO'W

ÇPH CSW a) the alleations were \101 previously reprted (either in

person., in wríng or verbally); or

b) th report was prevIDusly reccved from a different

reporer regarding tb.e sarne incident; or

c) there are new allegations on an open case.

3. If the report is recved in \vritten ronn. detenøifu~ if this

allegat was prvi-ously repOlted telephomcaly by the

same reporer by doing the following:

a) Seardi the CWS/CMS &ñabase.

b) 1f the referrl was previously made; write the origina
referral 1111I1er, dat of the origial referr response

tii; offce location and the name of the asigned CSW
on 111e v/ritten report~

c) Forward the written report to the clerk-a suppor stm
who wm forard it to the a.ssigued CS\V. '

4. Complete the InnnationlCOfisultaron Cal Teinplate

Whè..:

a) The telephone inquir involves no. alegations;

b) CPR tansults viith, andlor pro,'jdes inf01mat()~
resources or terer to the ,public; or

c) CPH receives infoimation on an open referaJloase
. (e.g., child ran awaY:i cal :fm :rlatives concering at
DCFS-suersed chid not involvin.g abuse. neglec
and/or exploitation); or

, d) CPH receives an iniry from a non-related legal
guiaii reqesting iinancial assistance.

5. Conduct au intial assessmen.t of the allegation acrding
to exisngprcooures. See Pro.ceduralGuide 0050-

503.20, Child Protecton Hotle (CPR): ClassìfcatOD
of Allegatioïls.

0050.502.10 (Rev 111(1)
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WHO HO\V

CPR CS"\V 6. Determne Ifan in-person response is necesary using the
. appropri.ate abuse allegaton tool. Soo Procedura Guide
0050-503.20, Child Protection Hotl (CPR):
Classification of Allegations and Procedural Guide O()5è)~

50!t15, Cwid Protection H~tlme (CPH)~ Deteì'mlning
Respons,e Time.

7. Determine to wliich n:igonal. offce the referral or
lnfornia1ÏQn to C").W should be mappe even if the refeml
",..l be evaluated out Qr served by Emeency Respòlle
Comman Pos (BRCP). See Procedural Gnlde 0051)-
504.$5, Referral AssigD:m.w.t Criteria.

s. If the aUegatoilS ar çross-reQrtble~

a) Determe which law enorcement .agency has

jursdictin over the crime.

b) Creae a SCAR addresed to th ageny.

c) Cross-reort to th agency pei existing.prcedures.

See Proc.edu:rl Guide OOS()-501.15, Cross-Reporting
Responsibilties 'Vhen a RepO'rt of New' AllegnnQR$

is Ro~ÌVed at Cln1d Protect.,n Hodin.ß.

9, PrjntQut th referal (Emergency Resnse Docuen and
Screer Naatve) añd al SDM abuse allegation töol(s)~
Attooh the SDM toots tö the referral.ánd fOl"'iVã:rd to the
SCSW for apva.L

CPII semv 1. Rev.iew th InformationConsultation CaU Teiuplate for

qualty contrl.

a) If no allegatrooo are involved, send the form to clerical

supor staff for fiing; or

b) If the refeal is npen. send the forn to the current

CSW; or

c) If th inqiÛl)' is' from a non-related legal guian
requestg fiancial assistance. send th.e form to the

appropriate Regional Office for Msignent.

005"0-502.10 (Rev 1 lr0)
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Wßo_"... HOW

CPH SCSW 2. Review' the refeal and th 8DM abuse alegatin tol(s)
used by the CSW for thorughes and accurcy.

. a) CQufiin that the CS\¥ completed the referl as
specified hi CS\V Steps 1.-9. above. If not, tak action
tococt the referl;

b) Approve the referral manualy and. eiectrnically~

c) Assign the re a'i appropriat.

C. \\'H: REUESTS FOR El\mRGENCY MllCA.. CONSENT AR
RECF.JVED AT THE CPR

WHO HOW

CPR CS\-V 1. Condu.ct an initial.asssment.

2. Determine if thë dlld is a vict of abuse, neglect,

êXploitati or is at substatial ris.k of har

3. . Create a referal if allegatons exist.

4. If allegations do not exit, c-owplete a Consultation form.

See Pr-o(j,edural Guide 0050-503.75, CPH~ Reqi;ests fw
EmergeJlty Medical Consent.

. CPR SCSW
. .. ,.".

1. ,:Review the referal andiheSDM abuse allegation too1(8)
..: üs:ed by the CSW or.C01sùlíiion fonn fur throughness an
, ..flccuracy.

2. Confirm that the CSW qnpletcd the referrliConsltatión

fum appropriatly.

a) If appved assign, ifneeded.

b) If not apprved" return the ReferrConstiltation fünn
. .fur corrction.

005().S02.1u (Rev llt(2)
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EXHIBIT B

PRICING SCHEDULE
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OFFICE OF EMERGENCY MANAGEMENT
PROJECTED COSTS AND SERVICE FEES

SECTION 5.9 - COUNTYWIDE EMERGENCY HOTLINE
12 MONTH PERIOD

Personnel Costs (Adjusted Annually)

Salaries

Telecommunications Manager and Programming Staff
Estimated at.80 hours cæ $45 par hour

Administrative Support Staff (mailings)
Estimated at 140 hours cæ $15.50 per hour

Disaster Response - Field Staff
Estimated at 400 hours cæ 21 per hour

Salaries Subtotal:

Benefits
Calculated at 28% of gross wages

Administrative Indirect Cost
Calculated at 21 % of Personnel Cost

Subtotal Personnel Costs:

Telephone
1 (800) Toll-free service
Twelve months cæ $160 per month

PostaQe
1Ib.60z. Packages: 1,000 cæ $3.95
11 oz. Packages: 500 cæ $2.67

MailinQ Materials/Office Supplies

ENLA Related traininQ and exercises

Subtotal Non-Personnel Costs:

Total Estimated BudQet:

Exhibit B
Page 2 of 2

$ 3,600

2,170

8,400

$ 14',70

$ 3,967

3,808

$ 21,945

$ 1 ,920

.3,950
1,335

$ 300.

550

S 8.055

$ 30,000
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Full-Time Equivalency (FTE) Telephone Coverage

211 Information and Referral Line
Bilngual CRA CRA

Graveyard Daytime Swing Graveyard Daytime Swing
M-F 3.00 25.00 5.00 1.00 12.00 2.00 48.00

Saturday 2.00 5.00 5.00 1.00 3.00 2.00 18.00
Sunday 2.00 5.00 5.00 1.00 2.00 2.00 17.00
Holidav 1.00 8.00 3.00 1.00 4.00 2.00 19.00

Elder Abuse Hotline
Bilngual CRA CRA

Graveyard Daytime Swing Graveyard Daytime Swing
M-F 0.25 1.00 1.00 0.25 1.00 0.50 4.00

Saturday 0.25 1.00 1.00 0.25 1.00 0.50 4.00
Sunday 0.25 1.00 1.00 0.25 1.00 0.50 4.00
Holiday 1.00 1.00 1.00 0.25 1.00 0.50 4.75

Bilngual CRA CRA
Graveyard Daytime Swing Graveyard Daytime Swing

M-F 0.00 1.00 0.25 0.00 1.00 0.25 2.50
Saturday 0.00 0.00 0.00 0.00 0.00 0.00 0.00

.

Sunday 0.00 0.00 0.00 0.00 0.00 0.00 0.00
Holiday 0,00 0.00 0.00 0.00 0.00 0.00 0.00

Unincorporated Area Helpline

All Community Resources Advisors are cross-trained and have the skils and abilty to answer calls that
come in on any of the service lines. Cross training provides supervisors with the flexibilty of switching
CRAs from one line to another depending on call volume. Call volume on all service lines is closely
monitored and staff levels are adjusted accordingly

To ensure quality assurance, supervisors record, monitor and review calls with CRAs on an on-going
basis.



EXHIBIT D

CONTRACTOR'S EEO CERTIFICATION



EXHIBIT D

CONTRACTOR'S EEO CERTIFICATION

Contractor Name

Address

Internal Revenue Service Employer Identification Number

GENERAL CERTIFICATION

'In accordance with Section 4:32.010 of the Code of the County of Los Angeles, the contractor,
supplier, or vendor certifies and agrees that all persons employed by such firm, its affliates,
subsidiaries, or holding companies are and wil be treated equally by the firm without regard to
or because of race, religion, ancestry, national origin, or sex and in compliance with all anti-
discrimination laws of the United States of America and the State of California.

CONTRACTOR'S SPECIFIC CERTIFICATIONS

1. The Contractor has a written policy statement prohibiting
discrimination in all phases of employment.

Yes D NoD

2. The Contractor periodically conducts a self analysis

or utilzation analysis of its work force.

Yes D NoD

3. The Contractor has a system for determining if

its employment practices are discriminatory
against protected groups.

Yes D NoD

4. Where problem areas are identified in employment
practices, the Contractor has a system for taking
reasonable corrective action, to include
establishment of goals or timetables.

Yes D NoD

Authorized Official's Printed Name and Title

Authorized Offcial's Signature Date
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EXHIBIT E

COUNTY'S ADMINISTRATION

CONTRACT NO.

COUNTY PROJECT DIRECTOR:

Name:

Title:

Address:

David E. Janssen

Chief Administrative Officer

500 West Temple Street. Room 713

Los Anqeles. CA 90012

(213) 974-1101Telephone:

COUNTY PROJECT MANAGER:

Name:
Title:

Address:

Telephone:

Martin K. Zimmerman

Assistant Administrative Officer

Chief Administrative Offce - Offce of Unincorporated Area Services

500 West Temple Street. Room 723

Los Anqeles. CA 90012

(213) 974-1326

COUNTY CONTRACT ADMINISTRATOR:

Name:

Title:

Address:

Telephone:

Diane Shamhart

Assistant Division Chief

Chief Administrative Offce - Offce of Unincorporated Area Services

500 West Temple Street. Room 723

Los Anqeles, CA 90012

(213) 974-1395

07/24/06
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EXHIBIT F

CONTRACTOR'S NAME:

CONTRACT NO:

CONTRACTOR'S PROJECT MANAGER:

Name:
Title:

Address:

Telephone:
Facsimile:

E-Mail Address:

CONTRACTOR'S AUTHORIZED OFFICIAL(S)

Name:
Title:

Address:

Telephone:
Facsimile:

E-Mail Address:

Name:
Title:

Address:

Telephone:
Facsimile:

E-Mail Address:

Notices to Contractor shall be sent to the following:

Name:

Title:

Address:

Telephone:
Facsimile:

E-Mail Address:

07/24/06
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EXHIBIT G1

CONTRACTOR EMPLOYEE ACKNOWLEDGEMENT. CONFIDENTIALITY. AND COPYRIGHT ASSIGNMENT AGREEMENT

Page 1 of 2

(Note: . This certification is to be executed and returned to County with Contractor's executed Contract. Work cannot begin on
the Contract until County receives this executed document.)

Contractor Name Contract No.

Employee Name

GENERAL INFORMATION:

Your employer referenced above has entered into a contract with the County of Los Angeles to provide certain services to the
County. The County requires your signature on this Contractor Employee Acknowledgement, Confidentiality, and Copyright
Assignment Agreement.

EMPLOYEE ACKNOWLEDGEMENT:

I understand and agree that the Contractor referenced above is my sole employer for" purposes of the above~referenced contract. I
understand and agree that I must rely exclusively upon my employer for payment of salary and any and all other benefits payable to
me or on my behalf by virtue of my performance of work under the above-referenced contract.

I understand and agree that I am not an employee of the County of Los Angeles for any purpose whatsoever and that I do not have
and wil not acquire any rights or benefits of any kind from the County of Los Angeles by virtue of my performance of work under the
above-referenced contract. I understand and agree that I do not have and wil not acquire any rights or benefis from the County of
Los Angeles pursuant to any agreement betWèen any person or entity and the County of Los Angeles.

I understand and agree that I may be required to undergo a background and security investigation(s). I understand and agree that
my continued performance of work under the above-referenced contract is contingent upon my passing, to the satisfaction of the
County, any and all such investigations. I understand and agree that my failure to pass, to the satisfaction of the County, any such
investigation shall result in my immediate release from performance under this and/or any future contract.

CONFIDENTIALITY AGREEMENT:

I may be involved with work pertaining to services provided by the County of Los Angeles and, if so, I may have access to confidential
data and information pertaining to persons and/or entities receiving services from the County. In addition, I may also have access to
proprietary information supplied by other vendors POing busineSS with the County of Los Angeles. The County has a legal obligation
to protect;all.such confidential data and information in its possession, espeCially data and information concerning health, criminal, and
welfare recipient records. I understand that if I. am involved. in County work, the County must ensure that I, too, wil protect the
confidentiality of such data and information. Consequently, I understand that i must sign this agreement as a condition of my work to
be provided by my employer for the County. i have read this agreement and have taken due time to consider-it'prior to signing.

I hereby agree that I wil not divulge to any unauthorized person any data or information obtained while performing work pursuant to
the above-referenced contract between my employer and the County of Los Angeles. I agree to forward all requests for the release
of any data or information received by me to my immediate supervisor.

I agree to keep confidential all health, criminal, and welfare recipient records and all data and information pertaining to persons and/or
entities receiving services from the County, design concepts, algorithms, programs, formats, documentation, Contractor proprietary
information and all other original materials produced, created, or provided to or by me under the above-referenced contract. I agree
to protect these confidential materials against disclosure to other than my employer or County employees who have a need to know
the information. I agree that if proprietary information supplied by other County vendors is provided to me during this employment, I
shall keep such information confidentiaL.

i agree to report to my immediate. supervisor any and all violations of this agreement by myself and/or by any other person of whom I
become aware. I agree to return all confidential materials to my immediate supervisor upon completion. of this contract ortermination
of my employment with my employer, whichever occurs first.

COPYRIGHT ASSIGNMENT AGREEMENT

i agree that all materials, documents, softare programs and documentation, written designs, plans, diagrams, reports, softare
development tools .and aids, diagnostic aids, computer processable media, source codes, object codes, conversion aids, training
documentation and aids, and other information and/or tools of all types, developed or acquired by me in whole or in part pursuant to the

07/24/06



EXHIBIT G2

CONTRACTOR EMPLOYEE ACKNOWLEDGEMENT. CONFIDENTIALITY. AND COPYRIGHT ASSIGNMENT AGREEMENT

Page 2 of 2

above referenced contrac;t, and all works based thereon, incorporated therein, or derived therefrom shall be the sole propert of the
County. In this connection, I hereby assign and transfer to the County in perpetuity for all purposes all my right, title, and interest in and
to all such items, including, but not limited to, all unrestncted and exclusive copynghts, patent nghts, trade secret nghts, and all renewals
and extensions thereof. Whenever requested by the County, i agree to promptly execute and deliver to County all papers, instrments,
and other documents requested by the County. and to promptly perform all other aCts requested by the County to cany out the terms of
this agreement, including, but not limited to, executing an assignment and transfer of copyright in a form substantially similar to
Exhibit M1, attached hereto and incorporated herein by reference.

The County shall have the right to register all copyrights in the name of the County of Los Angeles and shall have the right to assign,
license, or otherwise transfer any and all of the County's nght, title, and interest, including, but not limited to, copyrights, in and to the
items described above.

I acknowledge that violation of this agreement may subject me to civil and/or criminal action and that the County of Los Angeles may
seek all possible legal redress.

SIGNATURE: DATE: ~~__
.. PRINTED NAME:

POSITION:

;-,.

i:),

07/24/06



EXHIBIT G2

CONTRACTOR NON-EMPLOYEE ACKNOWLEDGEMENT. CONFIDENTIALITY..
AND COPYRIGHT ASSIGNMENTAGREEMENT

Page 1 of 2

. (Note: This certification is to be executed and returned to County with Contractor's executed Contract. Work
cannot begin on the Contract unti County receives this executed document.)

Contractor Name Contract No.

Non-Employee Name

GENERAL INFORMATION:

The Contractor referenced above has entered into a contract with the County of Los Angeles to provide certain services
to the County. The County requires your signature on this Contractor Non-Employee Acknowledgement, Confidentiality,
and Copyright Assignment Agreement.

/ NON-EMPLOYEE ACKNOWLEDGEMENT:

I understand and agree that the Contractor referenced above has exclusive control for purposes of the above-referenced
contract. I understand and agree that I must rely exclusively upon the Contractor referenced above for payment of

salary and any and all other benefits payable to me or on my behalf by virtue of my performance of work under the
above-referenced contract.

I understand and agree that i am not an employee of the County. of Los Angeles for any purpose whatsoever and that I
do not have and wil not acquire any rights or benefits of any kind from the County of Los Angeles by virtue of my
perfoìmance of work under the above-referenced contract. I.understand and agree that I do not have and wil not

acquire any rights or benefis from the County of Los Angeles pursuant to any agreement between any person or entity
and the County of Los Angeles.

I understand and agree that I may be required to undergo a background and security investigation(s). I understand and
agree that my continued performance of work under the above-referenced contract is contingent upon my passing, to
the satisfaction of the County, any and all such investigations. I understand and agree that my failure to pass, to the
satisfaction of the County, any such investigation shall result in my immediate release from performance under this
and/or any future contract.

CONFIDENTIALITY AGREEMENT:

I may be involved with work pertaining to services provided by the County of Los Angeles and, if so, I may have access'
to confidential data and information pertaining to persons and/or entities receiving services from the County. In addition,
I may also have' access to proprietary information supplied by other vendors doing business with the County of
Los Angeles. The County has a legal obligation to protect all such confidential data and information in its possession, .
especially data and information conceming health, criminal, and welfare recipient records. I understand that if l am
involved in County work, the County must ensure that I, too, wil protect the confidentiality of such data and information.
Consequently, I understand that i must sign this agreement as a condition of my work to be provided by the above-
referenced Contractor for the County. I have read this agreement and have taken due time to consider it prior to signing.

I hereby agree that I wil not divulge to any unauthorized person any data or information obtained while performing
work pursuant to the above-referenced contract between the above~referenced Contractor and the County of

Los Angeles. i agree to forward all requests for the release of any data or information received by me to the above-
referenced Contractor.

I agree to keep confjdential all health. criminal, and welfare recipient records and all data and information pertaining to
persons and/or entities receiving services from the County, design concepts, algorithms, programs, formats,

documentation, Contractor proprietary information, and all other original materials produced, created, or provided to or
by me under the above-referenced contract. I agree to protect these confidential materials against disclosure to other
than the above-referenced Contractor or County employees who have a need to know the information. i agree that if
proprietary information supplied by other County vendors is provided to me, I shall keep such information confidentiaL.

I agree to repU-rt to the above-referenced Contractor any and all violations of this agreement by myself and/or by any
other person of whom i become aware. I agree to return all confidential materials to the above-referenced Contractor
upon completion of this contract or termination of my services hereunder, whichever occurs first.

07l-24/06



EXHIBIT G3

CONTRACTOR NON-EMPLOYEE ACKNOWLEDGEMENT. CONFIDENTIALITY.
AND COPYRIGHT ASSIGNMENT AGREEMENT

Page 2 of2

COPYRIGHT ASSIGNMENT AGREEMENT

I agree that all materials, documents, softare programs and documentation, written designs, plans, diagrams, report,
softare development tools and aids, diagnostic aids, computer processable media, source codes, object codes,
conversion aids, training documentation and aids, and other information and/or tools of all types, developed or acquired by
me in whole or in part pursuant to the above referenced contract, and all works based thereon, incorporated therein, or
derived therefrom shall be the sole propert of the County. In this connecton, I hereby assign and transfer to the County in
perpetuity for all purposes all my right, title, and interest in and to all such items, including, but not limited to, all unrestrcted
and exclusive copyrights, patent rights, trade secret rights, and all renewals and extensions thereof. Whenever requested
by the County, I agree to promptly execute and deliver to County all papers, instruments, and other documents requested
by the County, and to promptly perform all other acts requested by the County to carr out the terms of this agreement,
including, but not limited to, executing an assignment and transfer of copyright in a form substantially similar to Exhibit M1,
attached hereto and incorporated herein by reference.

The County shall have the right to register all copyrights in the name of the County of Los Angeles and shall have the
right to assign, license, or otherwise transfer any and all of the County's right, title, and interest, including, but not limited
to, copyrights, in and to the items described above.

I acknowledge that violation of this agreement may subject me to civil and/or criminal action and that the County of
Los Angeles may seek all possible legal redress.

SIGNATURE: DATE: ~~__
PRINTED NAME:

. POSITION:

07/24/06
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EXHIBIT H
Title 2 ADMINISTRATION

Chapter 2.203.010 through 2.203.090
CONTRACTOR EMPLOYEE JURY SERVICE

Page 1 of 3

2.203.010 Findings.

The board of supervisors makes the following findings. The county of Los Angeles allows its permanent, full-time
employees unlimited jury service at their regular pay. Unfortunately, many businesses do not offer or are reducing
or even eliminating compensation to employees who serve on juries. This creates a potential financial hardship
for employees who do not receive their pay when called to jury service, and those employees often seek to be
excused from having to serve. Although changes in the court rules make it more difficult to excuse a potential
juror on grounds of financial hardship, potential jurors continue to be excused on this basis, especially from longer
trials. This reduces the number of potential jurors and increases the burden on those employers, such as the
county of Los Angeles, who pay their permanent, full-time employees while on. juror duty. For these reasons, the
county of Los Angeles has determined that it is appropriate to require that the businesses with which the county
contracts possess reasonable jury service policies. (Ord. 2002-0015 § 1 (part), 2002)

2.203.020 Definitions.

The following definitions shall be applicable to this chapter:

A. "Contractor" means a person, partnership, corporation or other entity which has a contract with the county
or a subcontract with a county contractor and has received or will receive an aggregate sum of $50,000 or
more in any 12-month period under one or more such contracts or subcontracts.

B. "Employee" means any California resident who is a full-time employee of a contractor under the laws of
California.

C. "Contract" means any agreement to provide goods to, or perform services for or on behalf of, the county
but does not include:

1. A contract where the board finds that special circumstances exist that justify a waiver of the
requirements of this chapter; or

2. A contract where federal or state law or a condition of a federal or state program mandates the use

of a particular contractor; or

3. A purchase made through a state or federal contract; or

4. A monopoly purchase that is exclusive and proprietary to a specific manufactwer, distributor, or
reseller, and must match and inter-member with existing supplies, equipment or systems
maintained by the county pursuant to the Los Angeles County Purchasing Policy and Procedures
Manual, Section P-3700 or a successor provision; or

5. A revolving fund (petty cash) purchase pursuant to the Los Angeles County Fiscal Manual, Section

4.4.0 or a successor provision; or

6. A purchase card 'purchase pursuant to tiië Los Angeles County Purchasing Policy and Procedures.
Manual, Section P-2810 or a successor provision; or

7. A non-agreement purchase with a value of less than $5,000 pursuant to the Los Angeles County
Purchasing Policy and Procedures Manual, Section A-0300 or a successor provision; or

8. A bona fide emergency purchase pursuant to the Los Angeles County Purchasing Policy and

Procedures Manual, Section PP-1100 or a successor provision.



EXHIBIT H
Title 2 ADMINISTRATION

Chapter 2.203.010 through 2.203.090
CONTRACTOR EMPLOYEE JURY SERVICE

Page 2 of 3

D. "Full time" means 40 hours or more worked per week, or a lesser number of hours if:

1. The lesser number is a recognized industry standard as determined by the chief administrative
officer, or

2. The contractor has a long-standing practice that defines the lesser number of hours as full time.

E. "County" means the county of Los Angeles or any public entities for which the board of supervisors is the
governing body. (Ord. 2002-0040 § 1, 2002: Ord. 2002-0015 § 1 (part), 2002)

2.203.030 Applicabilty.

This chapter shall apply to contractors who enter into contracts that commence after July 11, 2002. This chapter
shall also apply to contractors with existing contracts which are extended into option years that commence after. -
July 11,2002. Contracts that commence after May 28, 2002, but before July 11, 2002, shall be subject to the
provisions of this chapter only if the solicitations for. such contracts stated that the chapter would be applicable.
(Ord. 2002-0040 § 2, 2002: Ord. 2002-0015 § 1 (part), 2002)

2.203.040 Contractor Jury Service Policy.

A contractor shall have and adhere to a written policy that provides that its employees shall receive from the
contractor, on an annual basis, no less than five days of regular pay for actual jury service. The policy may.
provide that employees deposit any fees received for such jury service with the contractor or that the contractor
deduct from the employees' regular pay the fees received for jury service. (Ord. 2002-0015 § 1 (part), 2002)

2.203.050 Other Provisions.

A. . Administration. The chief administrative officer shall be responsible for the administration of this chapter.
The chief administrative officer may, with the advice of county counsel, issue interpretations of the
provisions of this chapter and shall issue written instructions on the implementation and ongoing
administration of this chapter. SüèH instructions may provide for the delegation of functions to other
county departments.

B. Compliance Certification. At the time of seeking a contract, a contractor shall certify to the county that it
has and adheres to a policy consistent with this chapter or wil have and adhere to such a policy prior to
award of the contract. (Ord. 2002-0015 § 1 (part), 2002)

2.203.060 Enforcement and Remedies.

For a contractor's violation of any provision of this chapter, the county department head responsible for
administering the contract may do one or more of the following:

1. Recommend to the board of supervisors the termination of the contract; and/or, ·

2. Pursuant to chapter 2.202, seek the debarment of the contractor. (Ord. 2002-0015 § 1 (part), 2002)
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Title 2 ADMINISTRATION
Chapter 2.203.010 through 2.203.090

CONTRACTOR EMPLOYEE JURY SERVICE
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2.203.070. Exceptions.

A. Other Laws. This chapter shall not be interpreted or applied to any contractor or to any employee
in a manner inconsistent with the laws of the United States or California.

B. Collective Bargaining Agreements. This chapter shall be superseded by. a collective bargaining

agreement that expressly so provides.

C. Small Business. This chapter shall not be applied to any contractor that meets all of the following:

1. Has ten or fewer employees during the contract period; and,

2. Has annual gross revenues in the preceding twelve months which, if added to the annual

amount of the contract awarded, are less than $500,000; arid,. .
3. Is not an affiliate or sÜbsidiary of a business dominant in its field of operation.

"Dominant in its field of operation" means having more than ten employees and annual gross revenues in
the preceding twelve months which, if added to the annual amount of the contract awarded, exceed

$500,000.

"Affiliate or subsidiary of a business dominant in its field of operation" means a business which is' at least
20 percent owned by a business dominant in its field of operation, or by partners, offcers,. directors,
majoriti stockholders, or their equivalent, of a business dominant in that field of operation. (Ord. 2002-
0015 § 1 (part), 2002)

2.203.090. Severabilty.

If "any provision of this chapter is found invalid by a. court of competent jurisdiction, tfie remaining
provisions shall remain in full forç~ ,~ndeffect. (Ord. 2002-0015 § 1 (part)! 2002)



EXHIBIT I

SAFELY SURRENDERED BABY LAW

Posters and Fact Sheets are available in English and Spanish for printing purposes at the
following website:

ww.babvsafela.orçi
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CHARITABLE CONTRIBUTIONS CERTIFICATION

Company Name

Address

Internal Revenue Service Employer Identification Number

California Registry of Charitable Trusts "CT" number (if applicable)

the Nonprofit Integrity Act (SB 1262, Chapter 919) added requirements to California's
Supervision of Trustees and Fundraisers for Charitable Purposes Act which regulates
those receiving and raising charitable contributions.

Check the Certification below that is applicable to your company.

o Proposer or Contractor has examined its activities and determined that it doês not
now receive or raise charitable contributions regulated under California's
Supervision of Trustees and Fundraisers for Charitable Purposes Act. If Proposer
engages in activities subjecting it to those laws during the term ofa County contract;
it will timely comply with them and provide County a copy of its initial registration
with the California State Attorney General's Registry of Charitable Trusts when filed.

. OR.

o Proposer or ContraCtor is registered with the California Registry of Charitable Trusts
under the CT number liste~ above and. is in compliance. with'"its registration and
reportihg requirements under California law. Attached isa copy of its most recent

filing with the Registry of Charitable Trusts as required by Title 11 California Code of
Regulations, sections 300-30.1 and Government Code sections 12585-12586;

Signature Date

Name and Title of Signer (please print)
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AGREEMENT
CONTRACTOR'S OBLIGATIONS AS A "BUSINESS ASSOCIATE"

UNDER THE HEALTH INSURANCE PORTABILITY AND ACCOUNTABILITY
ACT OF 1996 (HIPAA)

Under this Agreement, Contractor ("Business Associate") provides services ("Services")
to County ("Covered Entity") and Business Associate receives, has access to, or creates
Protected Health Information in order to provide those Services. Covered Entity is
subject to the Administrative Simplification requirements of the Health Insurance
Portability and Accountabilty Act of 1996 (HIPM) and regulations promulgated
thereunder, including the Standards for Privacy of Individually Identifiable Health
Information ("the Privacy Regulations") and the Health Insurance. Reform: Security
Standards ("the Security Regulations") at 45 Code of Federal Regulations Parts 160 and
164 ("together, the "Privacy and Security Regulations").

The Privacy and Security Regulations require Covered Entity to enter into a contract with
. ;... Business Associate in order to mandate certain protections for the privacy and security

of Protected Health Information, and those Regulations prohibit the disclosure to or use
of Protected Health Information by Business Associate if sucn a contract is not in place.

1.0

.; ..: 1.2

".¿
:"1, ..

.1.3

Therefore, the parties agree as follows:

DEFINITIONS

1.1 "Disclose" and "Disclosure" means, with respect to Protected Health Information,
the release, transfer, provision of access to, or divulging in any other manner of
Protected Health Information ol!tside Business Associate's internal operations or
to other than its employees. . ..

"Electronic Media" has the same lTe~ning as the term "electronic media1' in 45
C.F.R. § 160.103. Electronic Mëdia means (1) Electronic storage media
including memory devices.. in computers (hard drives) and any
removable/transportable digital'memory medium, such as magnetic tape or disk,
optical disk, or digital memory card; or (2) Transmission media used to exchange
information already in electronic storage media. Transmission media include, for
example, the internet (wide-open), extranet (using internet technology to link a
business with information accessible only to collaborating parties), leased lines,
dial-up lines, private netWorks, and the physical movement of
removable/transportable electronic storage media. Certain transmissions,

including of paper, via facsimile, and of voice, via telephone, are not considered
. to be transmissions via electronic media, because the information being
- exchanged did not .exist in elettronic form before the transmission.

"Electronic Protected Health Information" has the same meaning as the term
"electronic protected health information" in 45 C.F.R. § 160.103. Electronic
Protected Health Information means Protected Health Information that is (i)
transmitted by electronic media; (ii) maintained in electronic media.
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1.4 "Individual'; means the person who is the subject of Protected Health Information,

and shall include a person who qualifies as a personal representative in
accordance with 45 C.F.R. § 164.502(g).

1.5 "Protected Health Information" has the same meaning as the term "protected

health information" in 45 C.F.R. § 164.503, limited to the information created or
received by Business Associate from or on behalf of Covered Entity. Protected
Health Information includes information, whether oral or recorded in any form or
medium, that (i) relates to the past, present, or future physical or mental health or
condition of an Individual; the provision of health care to an Individual, or the
past, present or future payment for the provision of health care to an Individual;
(ii) identifies the Individual (or for which there is a reasonable basis for believing
that the information can be used to identify the Individual); and (ii) is received by
Business Associate from or on behalf of Covered Entity, or is created by
Business Associate, or is made accessible to Business Associate by Covered
Entity. "Protected Health Information" includes Electronic Health Information.

. : "-\.--"

, ..1.6 "Required ByLaw" means a mandate contained in law that compels an entity to
make a Use or Disclosure of Protected Health Information and that is' enforceable
in a court of law. Required by law includes, butis nOt Umited to, court orders and .

court-ordered warrants; subpoenas or summons issued by a court, grand jury, a
governmental or tribal inspector general, or any administrative body authorized to
require the production of information; a civil or an authorized investigative

demand; Medicare conditions. of participation with respect to health care
providers participating in the program; and statutes or regulations that require the
production of information, inclUding statutes or regulations that requke such

. information if payment is sought under a government program providing benefits.

"Security Incident" means the attempted or successful unauthorized access, Use,
Disclosure, modification, or des.truction of information in,or interferenç:e with.

.,system operations of, an Informàtion System which containS'.EleCtronic PrÒtected

Health Information. However,. Security Incident does notiriclude attempts to

access an Information System.. when those. attempts.. are not reasonably
considered by. Business AssoCiate to constitute an actual threat to the

Information System.

1.7

. .-......')::':

1.8 "Services" has the same meaning as in the body of this Agreement.

1.9 "Use" or "Uses" mean, with respect to Protected Health Information, the sharing,
employment, application, utilization, examination or analysis of such Information

, , within Business Associate's internal operations. .

1.10 Terms 'used, but not otheiWisë.'aafíriëd~'rri 'tiîis'.'Paragrciph' sfiälfliave the same
meaning as those terms in the HIPAA Regulations.

'.2.0 OBLIGATIONS OF BUSINESS ASSOCIATE

2.1 Permitted Uses and Disclosures of Protected Health Information. Business
Associate:
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(a) shall Use and Disclose Protected Health Information as necessary to perform
the Services, and as provided in Sub-sections 2.3, 2.4, 2.5, 2.6, 2.7,2.8,4.3
and 5.2 of this Agreement;

(b) shall Disclose Protected Health Information to Covered Entity upon request;

(c) may, as necessary for the proper management and administration of its
business or to carry out its legal responsibilties:

(i) Use Protected Health Information; and

(ii) Disclose Protected Health Information if the Disclosure is Required by
Law.

Business Associate shall not Use or Disclose Protected Health Information for
any other purpose.

2.2 Adequate Safequards "for Protected Health Information. Business Associate:
).

(a) shall implement and maintain appropriate safeguards to prevent the Use or
'Disclosure of Protected Health Information in any mariner other than as
permitted by this Paragraph. Business Associate agrees to limit the Use and
Disclosure of Protected Health Information to the minimum necessary in
accordance with the Privacy Regulation's minimum necessary standard.

(b) effective as of April 20,2005, specifically as to' Electronic Health Information,
shall implement and maintain administrative,. physical, and. technical
safeguards that reasonably and. appropriately. protect the confidentiality,
integrity, and availability of Electronic Protected Health Information: .

... :: 2.3 .. Reportiriq NOn-Perniitted Usê.èOr Disclosureahd' Security Incidents. Business
~; . Associate shall report to Covered Entity each Non-Permitted Use or Disclosure

that is made by Business Asso,ciate, its employees, representatives, agents or
subcontractors, butïs not speCifically permitted by this Agreement, and effective
as of April 20, 2005, shall report to Covered Entity each Security Incident of

which Business Associate becomes aware. The initial report shall be made by
telephone call to the Covered. Entity's HIPAA Privacy Officer within fort-eight
(48) hours from the time the Business Associate becomes aware of the Non-
Permitted Use or Disclosure or Security Incident, followed by a full written report
no later than ten (10) business days from the date the Business Associate

becomes. aware of the non-pérmitted Use or Disclosure or Security IncidE:mt to
the Chief Privacy Officer at-... .. . -. n_ . ....i;........ .
Chief HIPAA Privacy Offi¿èr, County of Los Angeles
Kenneth Hahn Hall of Administration
500 West Temple St.
Suite 410
Los Angeles, CA 90012
(213) 974-2164
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2.4 Mitioation of Harmful Effect. Business Associate agrees to mitigate, to the extent

practicable, any harmful effect that is known to Business Associate of a Use or
Disclosure of Protected Health Information by Business Associate in violation of
the requirements of this Paragraph.

2.5.. Availabilty of Internal Practices. Books and Records to Government Aqencies.
Business Associate agrees to make its internal practices, books and records
relating to the Use and Disclosure of Protected Health Information available to
the Secretary of the federal Department of Health and Human Services for
purposes of determining Covered Entity's compliance with the Privacy and
Security Regulations. Business Associate shall immediately notify Covered

Entity of any requests made by the Secretary and provide Covered Entity with
copies of any documents produced, in response to such request. .

2.6 Access to Protected Health Information. Business Associate shall, to the extent
Covered Entity determines that any Protected Health Information constitutes. a
"designated record set" as defined by 45 C.F.R. §.164.501, make the Protected
Health Information specified by Covered Entity available to, the Individual(s)
identified by Covered Entity as being entitled to access and copy that Protected

. Health Information. Business Associate shall provide such access for inspection
. . . of that Protected Health Information within two (2) business days after receipt of

request from Covered Entity. Business Associate shall provide copies of that
.. Protected Health Information within five (5) business days after receipt of request

from Covered Entity.

2.7 Amendment of Protected Health Information. Business Associate shall, to the
.extent Covere.d Entity determines ... that any Protected Health Information
,;constitutes a "designated record set".as defined by 45 C.F.R. § 164.501, make
any amendments to Protected Health Information that are requested by Covered
Entity. Business AssoCiate shall makåsuch.,amendment within'ten (10) business.

"'. days after receipt of request from Covered Entity in order for Covered Entity.to
meet the requirements under 45 C.F.R. § 164~526.

I ~ ;

2.8,.. Accountinq of Disclosures. Business Associate agrees to maintain
documentation. of the information required to provide an accounting of
Disclosures of Protected Health Information in accordance with 45 C.F.R. §
164.528, and to make this information'available to Covered Entity upon Covered

.. Entity's request, in order to allow Covered Entity to respond to an IndividÙal's
request for accounting of disclosures. Howeyer, Business Associate is not

required to provide an accounting of Disclosures that are necessary to perform

. its Services if such Disclosures arE~. fgr-E?ith~r 'p.9YIT~nt or health care. operations

purposes, or both. Additionally, such accounting is limited to disclosures that
were made in the six (6) years prior töthe request(not including disclosures that
were made prior to the compliance date of the Privacy Rule, April 14, 2003) and
shall be provided for as long as BÙsiness Associate maintains the Protected

Health Information.
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Any accounting provided by Business Associate under this Section 2.8 shall
include: (a) the date of the Disclosure; (b) the name, and address if known, of
the entity or person who received the Protected Health Information; (c) a brief
description of the Protected Health Information disclosed; and (d) a brief
statement of the purpose of the Disclosure. For each Disclosure that could
require an accounting under this Sub-section 2.8, Business Associate shall
document the information specified in (a) through (d), above, and shall securely
maintain the information for six (6) years from the date of the Disclosure.

Business Associate shall provide to Covered Entity, within ten (10) business days
after receipt of request from Covered Entity, information collected in accordance
with this Sub-section 2.8 to permit Covered Entity to respond to a request by an
Individual for an accounting of disclosures' of Protected Health Information in
accordance with 45 C.F.R. § 164.528.

3.0 OBLIGATION OF COVERED ENTITY

3.1 Obliqation of Covered Entity. Covered Entity shall notify Business Associate of

any:, current or future restrictions or limitations on the use of Protected Health
Information that would affect Business Associate's performance of the Services,
and..,Business Associate shall thereafter restrict or limit its own uses and
disclosures accordingly.

4.0 TERM AND TERMINATION

4.1 Term. The term of this. Paragraph shall be the same as the term of this

Agreement. Business Associate's obligations under Sections 2.1 (as modified by
Section 4.2), 2.3, 2.4, 2.5, 2.6; 2.7, 2.8,4.3 and 5.2 shall survive the termination
orÆ:!xpiration of this Agreement.

4.2 Termination. for Cause. In addition to arid notwithstanding the termination

prov.isions .set forth in this Agreement, upon Covered Entity's knowledge of a
ma.terial breach by Business Associate, Covèred Entity shall either:

... '~.-"

(a) Provide an opportunity for Business Associate to cure the breach or end the
'violation, and terminate. this Agreementif Business Associate does not cure
the breach or end the'violation within the time specified by Covered Entity; or

(b) Immediately terminate this Agreement if Business Associate has breached a
:material term of this Paragraph and cure is not.possible; or

(c)d If neither termination or cure are feasible, Covered Entity shall report the
violation to the Secretary of the federaLPepartment of Health and Human

: Services:

4.3 Disposition of Protected Health Information Upon Termination or Expiration

(a) Except as provided in paragraph (b) of this section, upon termination for any
reason or expiration of this Agreement; Business Associate shall return or
destroy all Protected Health Information received from Covered Entity, or
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created or received by Business Associate on behalf of Covered Entity. This
provision shall apply to Protected Health Information that is in the possession
of subcontractors or agents of Business Associate. Business Associate shall
retain no copies of the Protected Health Information.

(b) In the event that Business Associate determines that returning or destroying
the Protected Health Information is infeasible, Business Associate shall
provide to Covered Entity notification of the conditions that make it infeasible.
If return or destruction is infeasible, Business Associate shall extend the
protections of this Agreement to such Protected Health Information and limit
further Uses and Disclosures of such Protected Health Information to those
purposes that make the return or destruction infeasible, for so long as
Business Associate maintains such Protected Health Information.

5.0 MISCELLANEOUS

5.1 . No ThirdPart Beneficiaries. Nothing in. this Paragraph shall confer upon any

person other than the parties and their respective successors or assigns, any
rights, remedies, obligations, or liabilties whatsoever.

5.2 Use of Subcontractors and Aqents. Business Associate shall require each of its
agents and subcontractors that receive Protected Health Information from
Business Associate, or create Protected Health Information for Business

Associate, on behalf of Covered Entity, to execute a written agreement obligating
. the agent or subcontractor to comply with all the terms of this Agreement.

5.3.. . Relationship to Aqreement Provisions. In the event that a provision or this
Paragraph is contrary to any other provision of this Agreement, the provision of .
~this Paragraph shall control. Otherwise, this Paragraph shall be construed
under, and in accordance, with the terms of the Agreement.

.......t.- .

5.4 Requlatorv References. A reference in this Paragraph to a section in the Privacy
or Security Regulations means the section as in effect or as amended.

5.5 . Interpretation. Any ambiguity in this Paragraph shall be resolved in favor of a

meaning that permits Covered Entity to comply with the Privacy and Security
Regulations.

5.6 Amendment. The parties agree to take such action as is necessary to amend
this Paragraph from time to time as is necessary for Covered Entity to comply

with the requirements of the Privacy and Security Regulations.

Effective: 4/30/05
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County of Los Angeles 2-1-1 and Specialized Services
Sample Invoice

To: Chief Administrative Office

500 West Temple Street, Room 723
Los Angeles, CA 90012

Attention: UAS&SP

Date:

211 LA County Contract Information:
Contract Number:
Vendor Tax ID:
Vendor Number:

Invoice Month:

2-1-1 and Specialized I&R Summary
Program
2-1-1 General Information and Referral

DPSS*
DMH*
DCFS*
DCSS*
DHS*
DPH*
Other County*

2~1-.1 General Information and Referral Total $
Elder Abuse Hotline
Unincorporated Community Help LineInvoice'Total $ .
*Numbers may not match 2-1-1 Gènerall&R Total as callers sometimes have multiple requests.

2-1-1 I&R Detail Summary - Referrals to and from County'Departments
Referrals Referrals to . Referrals to

Total Referrals
Department. received from . Department Department Year-to-DateDepartment Facilties Programs
DPSS ., ...

,

DMH
,..

DCFS
DCSS
DHS
Other County
Total

:.'~,..

CRIB and Website Summary
Item Current Month Total year-to-Date
Website Visits (unique visits) ..

Wëbsite-'Hit~; _.
... ... ...... -- .-,.. . ,- ..... . . .. . ..

CRIB Total Resource Entries (+/-)
CRIB Intermittent Changes
CRIB Annual Updates
CRIB Resource Deletions
CRIB Resource Additions

Contractor's Signature Date . CCA Approval Date


